Strategi Kesantunan dalam Ulasan Pembeli Saat Berbelanja

Online: Kajian Penggunaan Bahasa dalam Komunikasi Virtual by Arini, Kiki
POLITENESS STRATEGIES IN THE REVIEWS GIVEN BY 
BUYERS IN ONLINE SHOPPING: STUDY OF LANGUAGE USE 













STUDY PROGRAM OF ENGLISH 
DEPARTMENT OF LANGUAGES AND LITERATURE 





POLITENESS STRATEGIES IN THE REVIEWS GIVEN BY BUYERS IN 








in partial fulfilment of requirements  












STUDY PROGRAM OF ENGLISH 
DEPARTMENT OF LANGUAGES AND LITERATURE 






DECLARATION OF AUTHORSHIP 
Herewith I, 
Name  : Kiki Arini 
NIM  : 175110100111004 
Address : Dsn. Ngemplak RT/RW. 07/09, Kec. Kesamben, Kab. Jombang 
 
Declare that : 
1. this undergraduate thesis is the sole work of mine and has not been written in 
collaboration with any other person, nor does it include, without due 
acknowledgement, the work of any other person. 
2. if at a later time it is found that this undergraduate thesis is a product of plagiarism, 
I am willing to accept any legal consequences that may be imposed upon me. 
 









Dengan ini menyatakan bahwa skripsi Sarjana berjudul POLITENESS 
STRATEGIES IN THE REVIEWS GIVEN BY BUYERS IN ONLINE 
SHOPPING: STUDY OF LANGUAGE USE IN VIRTUAL 
COMMUNICATION atas nama KIKI ARINI telah disetujui oleh Dewan Penguji 





Tanggal Ujian: 14 Juli 2021 
 
Isti Purwaningtyas, S.S., M.Pd, Ketua/Penguji 
NIP. 19790519 200501 2 003 
 
Dr. Ida Puji Lestari, S. Pd., M. Pd., Anggota/Pembimbing 














This is to certify that the undergraduate thesis titled POLITENESS STRATEGIES 
IN THE REVIEWS GIVEN BY BUYERS IN ONLINE SHOPPING: STUDY 
OF LANGUAGE USE IN VIRTUAL COMMUNICATION by KIKI ARINI 
has been approved by the Board of Examiners as one of the requirements for the 









Isti Purwaningtyas, S.S., M.Pd, Chair/Examiner 
Employee ID Number. 19790519 200501 2 003 
 
Dr. Ida Puji Lestari, S. Pd., M. Pd., Member/Supervisor 













The greatest gratitude goes to The Almighty Allah SWT for His infinity blessing. 
Without Him, I would not be able to accomplish this undergraduate thesis, POLITENESS 
STRATEGIES IN THE REVIEWS GIVEN BY BUYERS IN ONLINE SHOPPING: STUDY 
OF LANGUAGE USE IN VIRTUAL COMMUNICATION, in achieving my degree as 
Sarjana Sastra. Peace be upon Prophet Muhammad SAW, the great leader and 
inspiration. 
As I finished this undergraduate thesis, I would like to express my gratitude to 
some people mentioned below for the help, support, and guidance in the process of 
writing this undergraduate thesis. This undergraduate thesis would not be completed 
without the great help and patience of my supervisor, Ibu Ida Puji Lestari, Her guidance 
and advice during the process have brought this undergraduate thesis into a better 
outcome. I would also like to express my deepest gratitude to Emak and Bapak for the 
endless prayer and support both morally and materially. Biggest thank you also goes to 
my friends for the mental support during these past few months. 
The researcher is fully aware that this undergraduate thesis is far from perfect, 
but hopefully it could give positive contribution and inspiration for other students who 
are interested in similar research. 







Arini, Kiki. 2021. POLITENESS STRATEGIES IN THE REVIEWS GIVEN BY 
BUYERS IN ONLINE SHOPPING: STUDY OF LANGUAGE USE IN VIRTUAL 
COMMUNICATION. Study Program of English, Department of Language and 
Literature, Faculty of Cultural Studies, Universitas Brawijaya. Supervisor: Ida Puji 
Lestari 
Keywords: politeness strategies, review, online shopping, virtual communication 
 
 The development of technology and information exchange has encouraged people 
to take advantage of the growth to make their daily life easier, including in the activity 
of online shopping. As people are slowly moving from conventional shopping to online 
one, factors like time and space differences and anonymity in the virtual type of 
communication can make the communication in the transaction different compared to the 
regular one. If referring to the famous line “buyer is the king”, buyers are expected to be 
more powerful than seller and braver in pointing out weakness (criticize) and strength 
(compliment) the product they are reviewing. However, since the virtual communication 
can be differ from the regular, it is intriguing to study using the framework of politeness 
strategy whether such case of being powerful and brave is the same or not. 
 This study of pragmatics aims to examine politeness strategies that are employed 
by online buyers in giving review in online shopping activity. Using a descriptive 
qualitative approach to conduct the research, the researcher found that 4 (four) politeness 
strategies suggested by Brown and Levinson (1987) are found in the reviews given by 
the online buyers. Those strategies are bald on record, positive politeness, negative 
politeness, and off record politeness. From the total of 243 data, positive politeness takes 
the dominant as the most used strategy, followed by negative politeness, bald on record 
and off record strategy. In the case of positive politeness strategy as the most used 
strategy by the online buyers, the researcher found that the concept of power and distance 
are no longer important in the activity of giving review in online buying. In addition, a 
certain phenomenon called benign disinhibition in which people choose a ‘good’ identity 






Arini, Kiki. 2019. Strategi Kesantunan dalam Ulasan Pembeli Saat Berbelanja 
Online: Kajian Penggunaan Bahasa dalam Komunikasi Virtual. Program Studi 
Sastra Inggris, Jurusan Bahasa dan Sastra, Fakultas Ilmu Budaya, Universitas Brawijaya. 
Pembimbing: Ida Puji Lestari. 
Kata Kunci: strategi kesantunan, ulasan, belanja online, komunikasi virtual. 
 
 Perkembangan teknologi dan pertukaran informasi berhasil mendorong 
masyarakat memanfaatkan pertumbuhan tersebut untuk mempermudah kehidupan 
sehari-hari mereka, termasuk dalam aktivitas belanja online. Seiring dengan beralihnya 
masyarakat dari belanja konvensional ke belanja online, faktor-faktor seperti perbedaan 
waktu dan tempat, serta anonimitas pada komunikasi tipe virtual menjadikan komunikasi 
pada transaksi juga berbeda jika dibandingkan dengan komunikasi reguler. Jika merujuk 
pada pepatah “pembeli adalah raja”, pembeli seharusnya lebih berkuasa dari penjual dan 
lebih berani menunjukkan kekurangan (mengkritik) dan kelebihan (memuji) produk yang 
diulas. Namun, sebagaimana komunikasi virtual bisa berbeda dibanding komunikasi 
reguler, kasus dimana pembeli tetap menujukkan sikap berkuasa dan berani menarik 
untuk dipelajari dari sudut pandang strategi kesantunan. 
 Studi pragmatik ini bermaksud untuk mengkaji strategi kesantunan yang 
digunakan oleh pembeli online dalam memberikan ulasan saat berbelanja online. 
Menggunakan pendekatan kualitatif deskriptif untuk melakukan penelitian, peneliti 
menemukan bahwa pembeli online menggunakan 4 (empat) strategi kesantunan yang 
disarankan oleh Brown dan Levinson (1987) dalam ulasan mereka berikan. Strategi 
tersebut adalah kesantunan bald on record (tindak tutur langsung), kesantunan positif, 
kesantunan negatif, dan kesantunan off record (tindak tutur tidak langsung). Dari total 
243 data, kesantunan positif mendominasi sebagai strategi yang paling banyak digunakan, 
kemudian diikuti oleh strategi kesantunan negatif, bald on record (tindak tutur langsung) 
dan off record (tindak tutur tidak langsung). Dalam kasus strategi kesantunan positif 
sebagai strategi yang paling banyak digunakan oleh pembeli online, peneliti menemukan 
bahwa konsep kekuasaan dan rentangan sosial tidak lagi penting dalam kegiatan 
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memberikan ulasan dalam belanja online. Selain itu, fenomena tertentu yang disebut 
benign disinhibition di mana orang menentukan identitas mereka sebagain 'baik' secara 





TABLE OF CONTENTS 
 
TITLE PAGE ................................................................................................................... i 






TABLE OF CONTENTS..............................................................................................ix 
LIST OF FIGURE.........................................................................................................xi 
LIST OF APPENDICES..............................................................................................xii 
CHAPTER I INTRODUCTION 
 1.1 Background of the Study................................................................................1 
 2.1 Problem of the Study......................................................................................5 
 1.3 Objectives of the Study..................................................................................6 
 1.4 Definition of Key-terms.................................................................................6  
CHAPTER II REVIEW OF RELATED LITERATURE 
 2.1 Pragmatics.......................................................................................................7 
 2.2 Theory of Politeness.......................................................................................8 
  2.2.1 Politeness Strategies......................................................................10 
   2.2.1.1 Bald On Record..............................................................11 
   2.2.1.2 Positive Politeness..........................................................12 
   2.2.1.3 Negative Politeness.........................................................15 
   2.2.1.4 Off Record......................................................................17 
 2.3 Previous Studies............................................................................................19 
CHAPTER III RESEARCH METHOD 
 3.1 Research Design...........................................................................................21 
 3.2 Data Source...................................................................................................21 
 3.3 Data Collection.............................................................................................22 
x 
 
 3.4 Data Analysis................................................................................................22 
CHAPTER IV FINDING AND DISCUSSION 
 4.1 Finding..........................................................................................................25 
4.1.1 Politeness Strategies Used by Online Buyers in Giving Review in Online 
Shopping..................................................................................................27 
 4.1.1.1 Bald On Record...........................................................................27 
 4.1.1.2 Positive Politeness.......................................................................29 
 4.1.1.3 Negative Politeness.....................................................................33 
 4.1.1.4 Off Record...................................................................................36 
 4.1.1.5 Unusual Pattern Based On Cultural Context...............................39 
4.2 Discussion.....................................................................................................42 
4.2.1 Discussion of the Identified Politeness Strategies...................................42 
4.2.1 Discussion of the Unusual Pattern Found................................................46 
4.2.3 Positive Politeness as the Most Frequent Strategy Used.........................49 
CHAPTER V CONCLUSION AND SUGGESTION 
 5.1 Conclusion....................................................................................................54 










LIST OF TABLES 
 
Table 4.1 Table of Distribution of the Use of Politeness Strategy………………..…….26 
Table 4.1.1.5a Example of Pattern of “It is good, but…”………..…………………….37 






LIST OF APPENDICES 






This chapter focuses on four main points consisting of (1) Background of The 
Study, (2) Problems of The Study, (3) Objectives of The Study, and (4) Definition of 
Key-terms. 
1.1 Background of The Study 
Language is an essential tool for humans to express intentions and understand others 
in interpersonal communication. Language has become a vital thing humans need to 
convey and to understand messages delivered by others whether it is in a written or 
spoken form. Language is a creative system that enables humans to produce and 
understand new messages in response to new situations and new experiences. Therefore, 
through the use of language, communication can go beyond a fixed set of topics (Kreidler, 
1998:6).  Language has made message transfer between humans more convenience. They 
can communicate gratitude, anger, sadness, disappointment and exchange various ideas 
by utilizing language skills they have. 
During these past few years, the information and communication exchanges have 
become more rapid with the advance of technology. Computers that used to be only an 
assistant in typewriting and other office work purposes now have a handier version 
device such as mobile phones that possess similar functions. It turns out to be a device 
that can connect people from different places using a certain networking system. That 
networking system, called the internet, allows people to interact with others they have 
never met before and engage in a conversation. Hence, technology has encouraged 
information exchanges to be reached by a bigger number of audiences across the world 
beyond space barriers and within a short span of time. 
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In Indonesia context, data provided by datareportal.com shows that a considerable 
number of Indonesian have become aware and advanced in the use of computer-based 
communication. As per January 2020, 175.4 million Indonesian (64% of the total people) 
are recorded to be internet users, with the average 7 hours 59 minutes of daily time spent. 
Around 160 million of the total users mentioned above are active social media users. This 
implies that more than half of Indonesian people know how to make use the internet to 
socially connect and communicate themselves with other people from different locations. 
 Although some argues that internet can be a downfall to communication and 
interaction, just like how Turkle (1996) points that internet prevents fruitful interaction 
among people and also leads to the tendency of physical-virtual personal network of 
interaction (Yus, 2007), it cannot be denied that the development creates new fields to 
study, especially in the study of language. The growth of mobile phone and internet users 
affects the emergence of virtual community or an effect of human progressive adaptation 
to different environments and habitats as argued by (Echeverria 1999, cited in Yus 2011, 
p. 26). That effect is more specified in the telematic (telecommunications and informatics) 
environment. This community itself can also be defined as a group of people who share 
common interests or professions and gather electronically to discuss particular topics 
such as academic research and hobbies (Dell’Aquila, 1999). 
 The internet provides various options of interaction and communication, both speech 
and text-based. These interactions occur in almost every sector in which the internet 
could cover; social, education, and entertainment, even economy and business. In the 
economy and business sector, internet users become business doer’s new target market 
in promoting and selling their products and services. A huge number of sellers, from 
various business scales, use the advance of this technology and even shift their promotion 
from offline or conventional to the online one. This is because the online-based business 
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provides a larger target market from various ages, occupations, and lifestyles. Online 
shopping benefits in communication and transaction functions (Kushwah, 2019). That 
leads to a new mode of shopping to emerge, called online shopping. 
One of the most popular ways for business doers to sell online what they can offer is 
by using a shopping platform or e-commerce site. This way is more preferred for a small 
scale business, individual seller, and a start-up business since e-commerce is fitly 
affordable to their budget. It is also able to introduce their product to a larger potential 
buyers than having their own websites. Data from bps.go.id shows that more than 24.8 
million of online transactions were done in 2018 with the value of 17.21 billion IDR 
earned. That number could possibly increase in 2020 by 78% as reported by 
kominfo.go.id. 
The emergence of online shopping does not change the convenience as in shopping 
directly in a store. Instead, online shopping accomplishes numerous consumer’s needs 
more effectively and efficiently than conventional shopping (Grewal 2002, cited in 
Monsuwe 2014, p.116). On the side of buyers placing orders and reviewing the purchased 
product, there are no significant differences from there in conventional shopping. But in 
fact, some people may be more confident and frank in expressing their ideas about their 
desires and concerns in the products. That is because online shopping platforms, 
especially, allow the buyers to set their identity protected. Online shopping offers a level 
of anonymity when shopping for certain sensitive products (Monsuwe, 2004). 
The communication between seller and buyer in conventional business transaction 
and online shopping cannot be considered the same. In online shopping, the seller takes 
great part of responsibility of the transaction process as they handle the packing process 
and choosing the shipping option in order for the buyers to receive the product without 
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them being troubled with any activities as in conventional shopping. The common line 
“Buyer is the King” in which it promotes the idea that the buyer is always right in term 
of transaction activity has been known widely in shopping activities. That line itself 
implies that the buyer owns a greater power and influence than that of the seller. So, it is 
expected that the buyer would act braver and more blatant in the regular kind of 
transaction.  
In addition, in virtual communication (especially in the written communication), the 
buyers’ real-life identity are protected behind anonymity, so it is hard to identify what 
kind of relationship both of the parties have other than the seller-buyer relantionship. 
This situation where the buyers could hide behind the anonimity also causes them to 
choose how they present themselves in a good way or in a bad way, or specifically to act 
more demanding since they are the “King” or more restraining. In addition, since the 
communications between the seller and buyers in online shopping are mostly 
asynchronous due to the time and space difference and several aspects like body language 
and intonation control that can be found in face-to-face communication are sometimes 
missing, it is more intriguing to examine whether such case of demanding and restraining 
could also be found through the review their write. 
Hence, this present study analyzes the language use of online buyers in giving their 
review to a certain product from a specified store in an e-commerce site using the analysis 
of pragmatic politeness. In this undergraduate thesis, the theory of politeness strategies 
is used in understanding the online buyers’ language usage in giving reviews to certain 
products in an online type of shopping. To help with the analysis, the researcher uses the 
theory suggested by Brown and Levinson (1987) about five strategies in attempting 
politeness, namely positive politeness, negative politeness, off record strategies, bald on 
record strategies. In broad, positive politeness strategy attempts to give offense as little 
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as possible by encouraging closeness while negative politeness strategy demonstrates 
distance and circumspection. Off record strategy is the indirect strategy through giving 
hints and clues, while bald on record strategies could be put in a simple way of attempting 
to make direct and unambiguous utterances. 
Since the study of linguistic politeness in the context of consumer behavior in giving 
product reviews is rarely done, this study is expected to enrich the insight of politeness 
strategies in the context of the language of internet users in a virtual society. The most 
compatible study regarding this topic was done in 2006 by Lerman in the article 
“Consumer Politeness and Complaining Behavior. However, the huge gap of year with 
this present study needs to be taken into account to make sure that the findings are still 
relevant. Meanwhile the most recent study by Daulany et al (2019) in the article “Women 
Politeness Strategies of Bargaining ‘Media Credit Store’ in Tanjung Morawa” focuses 
on the gender context in a conventional type of shopping. Therefore, this present study 
provides further and new understanding of consumer’s politeness in giving review to the 
product they buy through linguistic viewpoint.  
1.2 Problem of the Study 
Based on the explanation in the background section, the problem of this study can be 
formulated as follow: 
1. What politeness strategies are employed by online buyers in giving reviews 
in online shopping? 
2. What is the type of politeness strategies the most frequently used by online 





1.3 Objectives of the Study 
 In relation to the research problems mentioned above, the objectives of this study 
could be presented below: 
1. To study the politeness strategies that are employed by online buyers in 
giving reviews in online shopping and to describe how each strategy is 
realized. 
2. To examine the type of politeness strategies that are the most frequently used 
by online buyers in giving reviews in online shopping. 
 
1.4 Definition of Key-terms 
 In order to prevent confusion and ambiguity, the researcher provides some 
definition of the terms that are frequently found in this study. The followings are the 
terms’ definition which in hope could make the study clear for the readers: 
1. Pragmatics is one of linguistics studies which is concerned with the study of 
speaker’s meaning in an interpersonal communication. (Yule, 1996: 3) 
2. Politeness is a concept of showing awareness that can be accomplished in 
situations of social distance or closeness for other people’s public self-image 
(Yule, 1996: 60) 
3. Politeness strategies is a set of strategies consisting of language use in saving 
other’s face (Brown and Levinson, 1987). 
4. Online shopping is a new mode of shopping that is influenced by the 





REVIEW OF RELATED LITERATURE 
This chapter focuses on reviewing some literature related to the main topic of this 
study, which is politeness strategies. There are two sections that divide this chapter. The 
first section of this chapter reviews the theoretical framework of politeness strategies, 
while the reviews of related previous studies are described in the later section. 
2.1 Pragmatics 
Pragmatics is a study that concerns the human ability to comprehend, make inference, 
and interpret about what is said and heard. It has become a popular topic in the linguistic 
field these past decades in investigating the use of language in human interaction and 
communication. The study of human interaction and communication in pragmatics 
focuses on linguistic phenomena in relation to their usage in the forms of behavior 
(Verschueren, 1999). It covers the human’s use of language to refer to something, the 
human’s assumption of a certain information they hear, how a human cooperates with 
others in a conversation, how they perform actions from utterances, and so on. Yule 
(1996) in his book Pragmatics defined pragmatics as the study of speaker meaning, 
contextual meaning, invisible meaning, and relative distance expression. 
Yule explains further of pragmatics as the study of speaker’s meaning in which it 
deals with the analysis of the meaning of utterances produced by people in their use rather 
than the meaning of the words in those utterances themselves. As a study of contextual 
meaning, it focuses on the interpretation of utterances in communication in a certain 
context and how context influences how it said. Meanwhile pragmatics in the study of 
invisible meaning “explore how a great deal of what is unsaid is recognized as part of 
what is communicated” (Yule, 1996: 3). As the study of distance expression, it concerns 
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with the influences of speaker’s and hearer’s closeness (physical, social, or conceptual) 
to the choice of how much is needed to be said in an interaction. 
2.2 Theory of Politeness  
The theory of politeness in linguistics is different from the common understanding of 
politeness in which it was treated as a certain polite behavior such as bowing in Japanese 
culture or using right hand in physical interactions in Indonesian culture. Brown and 
Levinson (1987) stated that politeness can be reflected in language. So politeness in 
linguistic context deals with the more specific realization of “being polite” that is through 
the human use of language. 
Politeness has become one of the focuses that are studied in pragmatics. In the focus 
of politeness, pragmatics provides an insight of how humans position themselves by the 
language they use in an interaction related to social distance and closeness. Those 
positions could be based on social values such as age and power. It could be one of many 
indications that shows the degree of friendliness of the participants whose social 
relationships are in the process of being worked out (Yule, 1996). 
Some theories of politeness in linguistics focus become the basis of this study. The 
famous ones are linguistic politeness by Lakoff (1973) which is based on cooperation, 
by Leech (1983) which is based on transaction, and by Brown & Levinson (1987) which 
is based on the notion of “face”. The politeness theory proposed by Lakoff was inspired 
by Grice’s Cooperational Principles. Grice’s introduces three maxims that should be the 
base of human’s effective and efficient communication. Those maxims are namely (1) 
maxim of quality, (2) maxim of quantity, and (3) maxim of manner. Each respectively 
deals with the rule to say something true or correct, the rule to give the only information 
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required, and the rule of relevancy with the topic being talked about. Based on those basic 
rules, Lakoff formulated the linguistic politeness as follow: 
a. Do not impose your opinion (distance) 
 Example: “Could you pass me the salt?” is more polite than “Pass me the salt!” 
b. Give options for your interlocutors (difference) 
 Example: “You could leave earlier if you want to” is more polite than “You can 
go now.” 
c. Make the receiver feel good (camaraderie) 
 Example: “I appreciate that.” 
The linguistic politeness proposed by Leech (1983), is a more of cost-benefit kind of 
model. If a transaction is a more costly, then the interaction will me more impolite, and 
vice versa. Both speaker and hearer seek for the best way that could benefit both of them 
mentally. This model could be seen in six maxims of cost-benefits suggested by Leech. 
a. Tact maxim (minimize cost and maximize benefit to others) 
b. Generosity maxim (minimize self benefit, maximize cost to self) 
c. Approbation maxim (minimize dispraise, maximize praise of other) 
d. Modesty maxim (minimize self-praise, maximize self-dispraise) 
e. Agreement maxim (minimize disagreement between self and other) 
f. Sympathy maxim (minimize antipathy between self and others) 
In the theory of politeness, people also can choose whether to make themselves close 
or distance from the listener through language. Being distant from the listener means that 
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the speaker tries to be considerate and thoughtful of the listener’s feelings. The listener’s 
feelings, in the theory of politeness, refers to the notion of “face” that was originally 
introduced by Goffman (1966).  “Face”, as later stated by Brown and Levinson (1987), 
is a public self-image that everyone wants to claim for themselves. It is related to that 
emotional state and social sense of that everyone has and expects to be respected (Yule, 
1996). So, in an interaction, politeness can also mean showing awareness of other 
people's face or their positive reputation and image. 
There are two known “faces” according to Brown and Levinson (1987), they are 
positive face and negative face. Negative face is the want to be freed to do any actions 
and from any impositions. On the other hand, a positive face which derives into positive 
politeness, is the desire to be appreciated, claimed, and liked by other people. 
‘Face’, the public self-image that every member wants to claim for himself, consisting 
in two related aspects: 
(a)  Negative face: the basic claim to territories, personal pre-serves, rights to non-
distraction - i.e. to freedom of action and freedom from imposition 
(b)  Positive face: the positive consistent self-image or ‘personality’ (crucially 
including the desire that this self-image be appreciated and approved of) claimed by 
interactants.  
Brown & Levinson (1987: 61) 
 
2.2.1 Politeness Strategies  
In everyday communication, people encounter those ‘faces’ described in the section 
above. It leads to the possibility that the face can be put at risk or even damage. Any 
attempts to damage or threaten someone’s image are what it is called with Face 
Threatening Act (FTA). So, in sequence to that phenomenon, certain strategy is needed 
to lessen the damage of threatening act through politeness strategies. Those strategies are 
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namely (1) bald on record, (2) positive politeness, (3) negative politeness, (4) off record 
strategy, and (5) not doing FTA. However, the fifth strategy is not considered as a 
strategy because using that option means that the speaker cancels the interaction after he 
estimates that no other strategies can be used to mitigate the risk in interaction. 
There are three social-factors that influence the decision of using a certain politeness 
strategy. The first one is due to the relative power which the speaker has (an asymmetric 
relation). It is related to the hierarchy system in society, such as a company manager 
having more power than an employee. The second is the social distance factor that 
influences intimacy or familiarity (a symmetric relation). And the last is ranking of 
imposition or the weight of the request involved in the interaction. This factor is related 
to the other two factors. A person will use different politeness strategies if they were in 
front of a manager or their subordinates. Same thing also happens from the social distance 
such as asking to borrow money from a stranger is more difficult than borrowing a pen. 
Brown and Levinson (1987) proposed super strategies to mitigate FTA between 
speakers as a result of the three factors mentioned in the previous paragraph. The 
politeness strategies are explained as follows: 
2.1.1.1 Bald On Record 
Bald on record strategy is the strategy in which there is a very minimum attempt to 
save the hearer's (H) face. This happens when the speaker expresses in a direct, clear, and 
unambiguous way, so the hearer may be shocked or embarrassed. This strategy is 
commonly employed by those who have a well-built or close relationship, although there 
may be possibility that this strategy is used by those who do not have intimate relation. 




a. Cases of non-minimization of the threat 
This bald on record usage emphasizes the efficiency with no face redress 
being necessary. It includes showing urgency or desperation. Here, face 
redress would be considered decreasing the urgency of the communication. 
Example:  
(1) Give me just one more week! (Showing urgency) 
(2) That’s wrong; the gap should be bigger. (Task-oriented) 
(3) In the future, you must add the soda after the whiskey. (Small intention of 
satisfying the H’s face) 
(4) Your wig is askew; let me fix it for you. (FTA mainly in H’s interest) 
b. Cases of FTA-oriented bald on record usage. 
This use of bald on record strategy happens in particular circumstances when 
the speaker (S) tries to firstly invite the hearer (H) to impinge the S’s preserve 
to reduce the H’s anxiety from their potential infringements. Welcoming 
(post-greetings), farewells, and offers can be included as the said “invitation”. 
The more intense the invitation is, the less reluctant H to impinge. 
Example: Feel free to get on with your business and don’t worry about 
offending me. 
2.1.1.2 Positive Politeness 
 Positive politeness is the strategy to avoid giving offense to the hearer’s face. 
Here, speakers try to save the hearer's positive face by making them feel good about 
themselves. Positive politeness attempts to minimize the potential face threat of the 
hearer by trying to foster closeness and solidarity. Brown and Levinson provide three 
major mechanism of strategies. 
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a. Claim common ground, which indicate that both speaker (S) and hearer (H) 
belong to similar share specific face wants, such as goals and values. 
Strategy 1: Notice, attend to H’s interest, wants, needs, and goods, as in “You 
must be hungry, it’s a long time since breakfast. How about some lunch?” 
Strategy 2: Exaggerate (interest, approval, sympathy with H), e.g. “What a 
fantastic garden you have!” 
Strategy 3: Intensify interest to H which can be done by ‘making good story’. 
e.g. “I came down the stairs, and what do you think I see? – a huge mess all 
over the place, the phone’s off the hook and the clothes are scattered all 
over…” 
Strategy 4: Use in-group identity markers, such as address forms (mate, guys, 
dear, etc.), in-group language or dialect, jargon or slang, contraction and 
ellipsis. 
Example: 
(1) Help me with this bag here, will you luv/son/pal? (Address forms) 
(3) Mind if I borrow your pencils? (Ellipsis) 
Strategy 5: Seek agreement by raising safe topics, and repeating the 
preceding speaker’s utterances.  
Example: 
A: I had a flat tyre on the way home. 
B: Oh God, a flat tyre! 
Strategy 6: Avoid disagreement by pretending to agree or making ‘token’ 
agreement, pseudo-agreement such as using the word “then” as a conclusory 




(1) A: You hate your Mom and Dad. 
B: Oh, sometimes.  (Token agreement) 
(2) I’ll meet you in front of the theatre just before 8.00, then. (Pseudo-
agreement) 
(3) I kind of want Florin to win the race, since I’ve bet on him. (Hedging) 
Strategy 7: Presuppose/raise/assert common ground through gossips or small 
talks, doing point of view(deixis) operation, and presupposition 
manipulations by presuming a ‘yes’ answer. 
Example: 
(1) I really had a hard time learning to drive, you know. (Point of view flip) 
(2) Don’t you want some dinner now?  (Presupposition 
manipulation) 
Strategy 8: Joke as an attempt to stress a sense of sharing the same 
background or values to put H ‘at ease’, e.g. “How about lending me this old 
heap of junk?” 
b. Convey that S and H are co-operator, which derives from the want to 
convey that both S and H are involved in a relevant activity cooperatively so 
that they share the goals in the same domain and can serve to redress the 
positive-face wants of H. 
Strategy 9: Assert or presuppose S’s knowledge of and concern for H’s wants. 
Example: 
(1) “Look, I know you want the car back by 5.0, so should (n’t) I go to town 
by now?” 
(2) “I know you love roses but the florist didn’t have any more, so I brought 
you geraniums instead.” 
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Strategy 10: Offer, promise 
Strategy 11: Be optimistic by assuming that H will cooperate if S cooperate 
as well or because both share the same interest. 
Example: “Look, I’m sure you won’t mind if I point out that your flies are 
undone.” 
Strategy 12: Include both S and H in the activity by using inclusive ‘we’ form 
such as let’s. 
Example: “Let’s stop for a bite.” (i.e. I want a bite, so let’s stop) 
Strategy 13: Give (or ask for) reasons. It is a way of implying that the wants 
can be fulfilled and assuming cooperation. 
Strategy 14: Assume or assert reciprocity. S try to soften FTA by pointing 
both S and H’s reciprocal right or habit of doing FTA to each other. 
Example: “I did X for you last week, so you do Y for me this week.” 
c. Fulfill H’s want for some X, which involve the speaker’s decision in 
redressing the hearer’s (H) face directly by fulfilling the H wants. 
Strategy 15: Give the hearer goods, sympathy, understanding, and 
cooperation. It does not limited to physical gift only but also the human-
relations wants such as the desire to be liked, understood, and so on. 
2.2.1.3 Negative Politeness 
Negative politeness is directed to the addressee’s negative face or the want of 
freedom from any imposition. Here, the S tend to distance themselves from H through 
the want to maintain claims of self-determination and territory. The followings are the 
output strategy of negative politeness. 
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Strategy 1: Be conventionally indirect, such as saying “Can you shut the door?” 
instead of “I’d like you to shut the door.” 
Strategy 2: Using question and hedge as the want not to presume and not to 
coerce H. The S try to modify the degree of membership of a predicate using 
particle, word, or phrase. 
Example: “I’m pretty sure I’ve read that book before.” 
Strategy 3: Be pessimistic by explicitly expressing doubt. 
Example: “Could/would/might you do (something)?” 
Strategy 4: Minimize the imposition. Defusing the FTA can be done by 
considering the rating of imposition. Expressions that minimize the rating of imposition 
are expression like; just, a tiny little bit, a sip, a little, and etc. 
Example: “I just want to ask you if…” 
Strategy 5: Give deference. This is the case where S considers that H possesses 
 a higher status. 
Example: “Excuse me, sir, but would you mind if I close the window?” 
Strategy 6: Apologize by admitting impingement, indicating reluctance, giving 
overwhelming reasons, begging forgiveness. 
Example: “I’m sorry to bother you…” 
Strategy 7: Impersonalize S and H by being per formative, imperative, using 
impersonal verbs and passive voice, replacing or pluralizing pronoun ‘I’ and ‘you’ 
by indefinites, avoiding address term ‘you’ and ‘I’, and distancing point-of-view. 
Example: “I ask you to do this for me.” 
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Strategy 8: State the FTA as a general rule to communicate that the impingement 
is due to certain circumstances. 
Example: “I’m sorry, but late-comers cannot be seated till the next interval.” 
Strategy 9: Normalize by making formal utterances, such as using passives voice. 
Example: “An urgent request is made for your cooperation.” 
Strategy 10: Go on record as incurring a debt, or as not indebting H. 
Example: “It wouldn’t be any trouble; I have to go right by there anyway.” 
2.2.1.4 Off Record 
And last, off record strategy, is the strategy that can be considered as the most 
indirect one through the use of indirect language and excluding the speakers from any 
potential of being imposing. Brown and Levinson suggest classification of strategies 
based on the clues given by the speaker. 
a. Invite conversational implicatures as a way to give clues or hints so that H 
could interpret what S intends to say in an indirect utterance. 
Strategy 1: Give hints by saying something that is not explicitly relevant to 
invite H to give their own interpretation. 
Example: “It’s cold here.” (c.i. Shut the window) 
Strategy 2: Give association clues by mentioning something associated with 
the act required of H. 
Example: “Are you going to market tomorrow? ... There’s a market tomorrow, 
I suppose.” (c.i. Give me a ride there) 
Strategy 3: Presuppose to make H search for relevance about the 
presupposed event in S statement. 
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Example: “I washed the car again today.” 
Strategy 4: Understate such as violating maxim of quantity or saying 
something less than it is needed. 
Example: “The dress is quite nice.” 
Strategy 5: Overstate by saying more than required. 
Example: “I tried to call a hundred times, but there was never any answer.” 
Strategy 6: Use tautologies through the use of non-informative utterances. 
Example: “Your clothes belong where you clothes belong, my clothes belong 
to where my clothes belong. Look upstairs!” 
Strategy 7: Use contradiction by violating maxim of quality. 
Example: “Well, John is here and he isn’t here.” 
Strategy 8: Be ironic by saying the opposite of what actually meant. 
Example: “Lovely neighborhood, eh?” (in a slum) 
Strategy 9: Use metaphors  
Example: “Harry’s a real fish.” (c.i. He swims like a fish.) 
Strategy 10: Use rhetorical questions 
Example: “What can I say?” (c.i. Nothing, it’s so bad) 
b. Be vague or ambiguous by violating the maxim of manner 
Strategy 11: Be ambiguous. Purposeful ambiguity may be achieved through 
metaphor because it is no always clear whether the connotation is a 
compliment or an insult. 
Example: “John’s a pretty sharp cookie.” 
Strategy 12: Be vague 
Example: “Perhaps someone did something naughty.” 
Strategy 13: Over-generalize 
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Example: “Mature people sometimes helps do the dishes.” 
Strategy 14: Displace H by pretending to address the FTA to someone else 
whom it would not threaten and wishing that the real target will see that the 
FTA is aimed at them. 
Strategy 15: Be incomplete, use ellipsis by leaving the FTA half undone or 
hanging. 
Example: “Well, if one leaves one’s tea on the wobbly table…” 
2.3 Previous Studies 
Numerous study of politeness strategies have been conducted as it is one of the 
most popular topic in pragmatics. In the context of virtual communication, Zainurrahman 
and Kofau (2020) in an article “Linguistic Politeness in Public Virtual Communication”. 
They analyzes set of data taken from random comments from YouTube and finds out that 
negative politeness is dominantly employed among the users. Another study of linguistic 
politeness in virtual communication is the study by Maros (2017), in her research titled 
“Politeness Strategies in Twitter Updates of Female English Language Studies 
Malaysian Undergraduates,” examines 776 tweets from nine female students who are 
active Twitter users. Aiming to identify the politeness strategy, she finds that the 
participants employ four politeness strategies suggested by Brown and Levinson, with 
positive politeness strategy becomes the most employed strategy. 
The similarity of both Maros and Zainurrahman’s with this study is that there is 
a possibility of the speaker of being anonymous while expressing their ideas. Meanwhile, 
to differentiate this present study with the one of Maros, this study choose the object of 
online buyers’ comments and complaints in a certain store in an e-commerce site than 
using a post from social media. There is a distinctive point regarding this object-choosing. 
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Posting tweets in a social media does not require a specific target hearer most of the time, 
meanwhile reviewing product especially in an e-commerce has obvious target hearer, 
that is the seller or the shop owner and it has a very high possibility to get a reply from 
them. 
Another study by Daulany et al (2019) in an article “Women Politeness Strategies 
of Bargaining ‘Media Credit Store’ in Tanjung Morawa” examines the act of negotiating 
or seeking agreement in a bargaining in the relation of the language use to politeness 
strategies. They finds that the result is dominantly negative politeness. Despite analyzing 
the politeness among women, presupposed buyers, the study does not provide any 
explanation of the correlation between politeness and gender. Daulany’s study can be 
considered as similar to this present study as both investigate politeness strategies in the 
field of business. However, there are a couple differences between the two. The first is 
that Daulany’s study takes place in a conventional type of shopping where the utterances 
is more spontaneous. Meanwhile, this study uses the scope of virtual communication in 
which people has more leisure time to prepare what they are going to say. Second, this 
study would not give specific treatment towards gender since the identities of online 






This chapter presents four main points that includes the design of the research, 
the data source, the data collection, and the data analysis. 
3.1 Research Design 
 The design of this study uses descriptive qualitative method due to the 
characteristic of the problems analyzed, so the data is presented in description in the form 
of paragraph. Stated from Palmer and Bolderson (2006), this method tries to “gain insight 
into the specific meanings and behaviors experienced in certain social phenomena 
through the subjective experiences of the participants.” Therefore, this study includes an 
in-depth analysis to treat the data obtained, since the utterances produced by online 
buyers in their review own a context that may differ from one to another. 
3.2 Data Source 
 The data of this study is taken from a review section in one of e-commerce that 
exists in Indonesia, Shopee. As been described in the introduction, Shopee becomes one 
of the most used online shopping platform in Indonesia based on the number of click per 
month, overpowering Tokopedia and Bukalapak. This condition can be implied that 
Shopee has a higher number in term of transaction with the possibility of bigger and more 
vary users. To be more specific, the data obtaining is restricted from one specific store 
and one specific product with the criteria; (1) having 100 units purchased with (2) 30 
reviews in the comment section. 
 The particular store selected for this study is from a store named psco_store in 
Shopee with hoodie as the product being sold (link: https://shopee.co.id/12.12-BIG-
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SALE-Hoodie-H*M-Star-wars-*Free-paperbag*-i.161671213.6632037501 ). The 
reasons of selecting this product are that because the product fulfills the criteria set above. 
Precisely as per February 2021, the product has been sold more than 950 units and it has 
more than 600 reviews with above 200 comments included. 
3.3 Data Collection 
 Since the platform keeps updating the review, the researcher sets a limitation in 
collecting the data. The data is collected in the period of September 2020 until February 
2021 to avoid the data to become too large. Below are the steps in collecting the data: 
1. Selecting e-commerce site to be used, which is from shopee.co.id. 
2. Choosing particular store and product in e-commerce site in shopee.co.id. 
(https://shopee.co.id/12.12-BIG-SALE-Hoodie-H*M-Star-wars-*Free-
paperbag*-i.161671213.6632037501) 
3. Capturing the selected reviews that contains the aspect of linguistic politeness. 
4. Transcribing the utterances found into separate documents. 
 
3.4 Data Analysis 
 Due to the problems of the study, the data is treated differently based on each of 
the problems. The analysis of the first research problems is by using the theory of 
politeness strategies by Brown and Levinson (1987). The details are provided as follow: 
1. Marking and numbering the utterances from the data collected which possibly 
employ politeness strategies. 
2. Classifying the data based on each strategies of politeness; bald on record, 
positive politeness, negative politeness, and off record strategy. 
3. Making classification tables of strategies that could be seen as follow. 
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Datum Utterances Politeness Strategies 
Bald on 
record 
Positive Negative Off 
record 
      
      
 
4. Choosing some data from the finding to be interpreted based on the theory of 
politeness strategies for the analysis. 
Meanwhile, for the second research problem which is to examine type of 
politeness strategies that are the most frequently used by online buyers in giving 
review to e-commerce in online shopping, the analysis is done in these following 
steps: 
1. Calculating the frequency of each strategies used and investigating the most 
dominant strategy. 
2. Making classification tables that consists of the politeness strategy, the frequency 
of appearance as well as the percentage of the politeness strategies found. 
Politeness Strategies Frequency of 
Appearances 
Percentage 
Bald On Record   
Positive Politeness   
Negative Politeness   
Off Record   
Total   
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3. Examining the reasons about the dominant strategy used by online buyers by 





FINDING AND DISCUSSION 
This chapter contains of two sub-chapters, they are the findings of the study and 
discussion. In the first part, finding, the data that have been obtained from the specific 
online store is provided together with their classifications based on Brown and 
Levinson’s politeness strategies (1987). In this section, the data analysis which includes 
elaboration of the context are also presented. The second part provides the discussion of 
comparison of this present study with the previous ones and the theoretical framework 
used that is politeness strategies by Brown and Levinson (1987). 
4.1 Findings 
 This section presents the answer of the research questions mentioned in the first 
chapter. The analysis of each strategy that was found in the data collected is also 
presented in this section. From the data collected, there are total of 243 reviews as per 
February 2021. However, this number does not reflect the overall buyers and reviewers 
of the store for these following reasons. First, some buyers choose to not give any review 
for the product, and second, some reviews only include the ratings or stars but not the 
comment of the buyers. Both, especially the later could not be included as data since this 
analysis focuses on the language use of the buyers. 
 Relating to the first research objective in which to study the politeness strategies 
that are employed by the buyers, the researcher found that the buyers which later, become 
reviewers after giving the review, employ four politeness strategies as proposed by 
Brown and Levinson (1987). They are bald on record strategy, positive politeness 
strategy, negative politeness strategy, and off record strategy. Those strategy could be 
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identified through some realizations or as what Brown and Levinson (1987) called as 
major mechanisms.  
 Table 4.1 Table of Distribution of the Use of Politeness Strategy 
Politeness Strategies Frequency of 
Appearances 
Percentage 
Bald On Record 26 11% 
Positive Politeness 156 64% 
Negative Politeness 35 14% 
Off Record 26 11% 
Total 243 100% 
 
 Based on the analysis that has been done, there are 423 data found containing 
various politeness strategies that is used by online buyers in giving review in the activity 
on online buying. Positive politeness strategy takes the highest spot as the most frequent 
strategy to appear in the activity of giving review performed by the online buyers, 
precisely 156 times or 64% percent of the total data. This is a very significant number 
compared to the other strategy. Bald on record strategy appears 26 times (11%), negative 
politeness strategy appears 35 times (14%), and off record strategy appears 26 time (11%) 
out of the total of 243 data collected. 
 In this study finding, the bald on record could be realized from the buyers’ small 
intention in satisfying the seller’s face and the use of task-oriented expressions. Positive 
politeness could be realized from the use of exaggeration, intensification of interest, and 
the use of in-group identity markers. The realization of negative politeness could be 
found when the buyers are being conventionally indirect, using hedges, and apologizing. 
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And for off record strategy, the realizations are using tautology giving association clues, 
understatements, and contradiction. 
4.1.1 Politeness Strategies Used by Online Buyers in Giving Review in Online 
Shopping 
4.1.1.1 Bald On Record 
 As explained in chapter 2, this strategy emphasizes the minimum attempt to save 
the hearer's (H) face by giving direct, brief, and clear expression. In this study’s case, this 
strategy is used to express the buyers’ discontent or dissatisfaction about the product they 
purchased. From the data collected, the buyers almost do not consider of doing FTA 
redress. They point directly to the flaw of the product or the service of the seller by having 
small intention in satisfying the seller’s face and giving task-oriented expression 
1) Small intention in satisfying H’s face 
Datum 22 
Bahannya tipis banget parah, kayak hoodie 50rb an, gak kayak ulasan 
yang lain, beda banget bahannya, akhirnya beli lagi di toko sebelah 
lebih murah, bahannya juga lebih tebel+lembut, seller dihubungi lagi 
udah ga jawab, not recommended. Yakin bisa retur? Chat saya aja ga 
dibales. 
(The fabric is awfully thin, just like a hoodie worth of 50 thousand rupiah. 
Unlike what the other reviews say, the fabric is so different. In the end, 
I repurchased from another store which has a more affordable price, the 
fabric is also thick and soft. The seller (here) did not reply to my message 
when I contact again, not recommended. Sure I can return it? I did not 
even get a reply for my message) 
 
The reviewer above is being completely unambiguous about the intention 
related to the dissatisfaction. The disappointment for the product quality is 
expressed openly and aggressively that can be realized by the words “tipis banget 
parah” (awfully thin), comparing the store to other store which has a better 
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product’s quality and service, and blatantly not recommending the product to 
other potential buyers. At the end, the reviewer asks a question that shows the 
doubt about the availability of returning option. However, the question was 
answered immediately by the reviewer themselves. The overall review was 
written without considering doing a face redress, therefore it could be classified 
as bald on record strategy. 
Datum 36 
Minta ukuran L tapi yang datang kayak ukuran S kecil banget. Katanya 
original harusnya L lebih besar dong. 
(I asked for size L but what I got is like size S, so small. The said it is 
original so the size L should be bigger, right?) 
The sentence in bold above begins with a “katanya original” which is 
doubting the seller about the originality of the product, then she/he mentions how 
the product “should be/must be” like in some kind of sense through the word 
“harusnya”. By doing that, the reviewer’s want to satisfy the seller’s face is very 
small. She/he has no desire to do face redress and does not think of whether the 
seller would be unhappy with the unexpected demand or whether the seller will 
be non-cooperative with the demand. 
 2) Task-oriented 
Datum 85 
Barang sih oke tapi sayang ada nodanya. Tolong dong kalo mau dikirim, 
dicek lagi barangnya kotor apa nggaknya kak. 
(The product is okay but it stained. Please before delivering it, double 
check the product from any dirt.) 
 
The utterance in bold above shows how task-oriented strategy in bald on 
record politeness is reflected in a review.  The reviewer delivers the intention in 
clear way that is to instruct the seller to be more thorough before delivering the 
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product to the customer. Although it may sound less urgent compared to the more 
urgent way as in “Dicek lagi barangnya kalau mau ngirim”, the utterance shows 
the desperation of the reviewer to get a better service for being disappointed about 
the product quality that was presented in the preceding sentence. Hence, the 
example above is the cases of non-minimization of the face threat, particularly 
task-oriented strategy. The speaker (S) puts aside doing face redress since it is 
considered unnecessary. 
Datum 96 
Demi alek pas aku buka, gaada talinya dong. Mending gausah dikasih 
paperbag daripada gak ada tali. Tapi overall bagus kok. 
(Seriously, no drawstring is included in the package. Better not including 
the paper bag than removing the drawstring from the package. But overall 
is good, though 
 
Similar to the previous data shown preceding this example, the reviewer 
shows small sign of being reluctant to impede the seller’s face. She/he puts aside 
the attempt of redressing the FTA and try to focus more on the efficiency. This is 
reflected from the bold sentence “Mending gausah dikasih paperbag daripada 
gak ada tali”. This is another example of bald on record politeness that 
emphasizes urgency through the task-oriented expression. In giving the 
instruction, the reviewer does not need to do face redress in which it results in the 
intention delivered directly. 
4.1.1.2 Positive Politeness 
 The strategy that is directing to the H’s positive face is commonly used to 
minimize the distance between the speaker and hearer. In this analysis, the researcher 
found several strategies in positive politeness. They are strategy of exaggerating, 
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intensifying the H’s face, and using in-group identity markers. Detailed analysis is 
provided below. 
 1) Exaggerate (interest, approval, sympathy with hearer) 
 
Datum 2 
Bagus banget sesuai ekspektasi, penjualnya ramah banget nggak nyangka 
dikirim sebagus ini, pengirimannya juga cepet, sablonannya juga bagus 
banget terima kasih banyak. 
(This is very good as expected. The seller is so friendly, I did not expect 
it will be this good. The shipment is quite fast, the printing is also so good 
thank you so much.) 
 
The example above is the use of positive politeness that is realized by the 
excessive use of the word banget as the modifier of the adjective bagus and ramah. 
The reviewer uses the word banget in the beginning of the review more than 
necessary that is three times in a row. Later, the same word is also repeated twice 
in the middle and in the end of the review. This excessive use of banget is 
exaggerating the compliment more than needed. That is why the researcher 
classifies it as a positive politeness. The reviewer wants to make the seller feels 
good by expressing the satisfaction toward the product in an exaggerating way. 
 Datum 11 
Responsif banget penjual, mereka bakal open diskusi kalo ada kendala 
perihal transaksi ataupun produk yang mau dibeli. Produk bagus mirip 
banget kayak hn* yang dijual di mall, tag wash+label devided lengkap 
kecuali tag logo hn* di tag atas (karena gak lolos qc dan dipotong 
mungkin). Dapet paperbag gede banget. 
(Very responsive seller, they will open a discussion about any problem 
faced in the purchase. The product is fine, very similar with hn* sold in 
department store, the wash and label tag is divided. The package is 
complete, minus the hn* logo (probably because it is not a QC passed or 




Similar to the previous example provided, the example above also 
contains exaggeration through the use of banget more than necessary since it is 
repeated in several part of the review. The reviewer also tries to show that she/he 
notices the seller condition which the seller wants other people (buyers) to know 
and approve. The utterance “…mereka bakal open diskusi kalo ada kendala 
perihal transaksi ataupun produk yang mau dibeli” reflects how the reviewer 
notices and approves the seller’s good service in offering a discussion when 
problems are faced. 
 2) Intensify interest to the hearer 
 Datum 23 
Bordirannya kurang rapih tapi dari jauh ga kelihatan banget, saya kaget 
sama bahannya karena lembut banget kayak jaket aslinya. Bagus deh, 
seller juga responsive banget. Makasih ya.  
(The embroidery is not so neat but it is not noticeable. I am surprised 
because the fabric is so soft just like the original jacket. It is good, the 
seller is responsive too. Thanks.) 
 
Even though the reviewer begins the review with a complaint, she/he later 
makes a clarifications that the product flaw is still in an acceptable level. The 
following sentences, similar to the example that is provided before this, shows 
exaggeration through the use of banget as a modifier of a couple of adjectives. 
Furthermore, the reviewer uses the positive politeness strategy in which it employ 
the strategy of intensifying interest to the hearer by making good story. The 
reviewer mention saya kaget which implies that the product arrived beyond the 
expectation. The reviewer tries to express that she/he is surprised with how good 




 Datum 81 
 Tadinya ragu beli eh udah datang suka banget. 
(I was hesitant to buy at first, but turn out really liking it.) 
 
The reviewer tries to make good story that intensify the interest to the 
seller. She/he, presupposedly, had a relatively low expectation about the product 
but later finding out that it is actually better than she/he thought. The reviewer 
also mentions how the product suits to her/his liking or preferences through the 
word suka with a bit of exaggeration with the use of banget. 
 3) Using in-group identity markers 
 Datum 13 
Bagus banget ga nyesel beli disini uwu, lucu juga, tebel bahannya bagus 
banget original, makasih kak, penjualan nya juga ramah banget worth it 
makasih kak. 
(It is so good, I did not regret buying it here. It is cute too, the fabric is 
good and soft like the original. Thanks kak, the seller is very friendly. 
Worth it, thanks kak.) 
 
Not only using exaggerating strategy that can be reflected in the word 
banget, what makes this example a positive politeness is the reviewer also use in-
group identity marker in the review. By using that address form, they reviewer 
tries to close the distance with the seller by using Indonesian address from kak 
(older brother/sister). The reviewer may want to show that they belong to the 
same group and try to trigger sense of solidarity. Furthermore, the use of kak 
could be considered the safest address form to use since the term does not contain 
any gender indication when the reviewers does not know about who are they 
talking to. The reviewers could possibly try to be polite by calling the seller kak 
even though they do not know if the seller are older or younger. 
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 Datum 20 
Mantep banget dong, nggak ada noda-noda an dong. Terus miminnya 
ramah banget dong, bahan hoodie nya juga tebel nya bikin gerah, aduh 
pokoknya aku jatuh cinta banget sama hoodie nya mantep sekali, kalian 
juga harus beli pokoknya, semoga tambah laris ya min. 
(It is awesome, no stains at all. The mimin is so friendly, the fabric is thick 
but feels cool. Holy! I’m in love with this awesome hoodie. You guys 
should buy it too, no matter what. Big success for you, min.) 
 
The term mimin or min are derived from the word “admin”. This is a slang 
that has been used in the internet community to address someone who handle a 
certain account in a certain platform, in this case the one who handle the store. 
Similar to the case of shortening the term “kakak” to become “kak”, this case of 
shortening “admin” to become “min” or even “mimin” indicate that the reviewer 
tries to close the distance by giving the buyer a such nickname. Furthermore, 
since the term “admin” is more common and sounds more formal than “mimin” 
or “min”, the reviewer also tries to foster closeness by presupposing that the 
hearer could understand the term the reviewer uses as well.  
4.1.1.3 Negative Politeness 
 Negative politeness was found to be the second most frequent used strategy after 
positive politeness from the data collected. This strategy aims to the hearer’s negative 
face or the freedom from any imposition. That is why the speaker will try to show 
deference toward the hearer whether by being conventionally indirect, using questions or 
hedges, apology and so on. 
1) Being conventionally indirect 
  This strategy comes from the desire to go on record but also maintaining 
the indirectness as well. The result of such conflict creates an unambiguous 
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utterance but almost hidden intention. One example of this strategy will be 
provided below. 
Datum 38 
Kok gadapet paper bagnya ya kecewa banget sih? 
(I am so disappointed because how come I did not get the paper bag?) 
 
The question above sounds somehow innocent in which the reviewer is 
questioning the absence of the promised paper bag in the package inclusion. 
While the overall sense of the utterance itself is unambiguous, the expression kok 
contains the hidden intention of the reviewer. The expression kok, roughly 
translated into English, means the question why or how come. However, 
contextually it is more of a demand rather than just a question. The reviewer has 
the desire to go on record; that is to demand the paper bag inclusion from the 
seller, but trying to keep it indirect by using question instead of asking it directly. 
Therefore, the expression kok is an indirectness that contains an on record desire 
that is a do task-oriented strategy. 
2) Hedges 
The researcher found that the reviewers are using hedges to adjust the 
level of threat toward the seller’s negative face. Hedge is a particle, word, or 
phrase that modifies the degree of a predicate or a noun phrase. It shows only 
partial truth of the true meaning the speaker intends to give. Below are the 
examples of using hedges in negative politeness. 
Datum 73 
Boxnya penyok padahal mau dipakai lagi. Mungkin karena proses 




(The box was damaged, I want to reuse it, though. Probably because of 
the shipping. Overall, it is good, but unfortunately no paper bag included 
since it was out of stock.) 
 
Another hedge found from the data is the use of probability adverb (e.g. 
perhaps, probably, possibly) or mungkin in this particular case. In this case, the 
reviewer try to figure out by themselves about the unusual packaging condition 
and try to communicate it with the seller. However, as the reviewer does not know 
precisely why the product came in that condition, the expression mungkin is used 
in communicating the message to the seller. It shows reluctance of the reviewer 
about the certainty of the statement; about the reason why the packaging is 
damaged. By leveling the degree of certainty, it also reflects that the reviewer 
puts the buyer’s negative face into consideration from any imposition. 
Datum 42 
Gak ada label tali bukan ori, sablonannya agak pudar. 
(There is no label, the drawstring is imitative, the printing is kind of dull.) 
 
The review above is another example of using hedges in negative 
politeness. The realization could be seen in the expression of agak or in English 
has the same sense with kind of or sort of. That expression of agak is used by the 
reviewer when trying to tell the seller about the color quality of the product 
purchased. By using hedge agak, the reviewer tries to avoid definitive statement 
about the product quality. Similar to the previous data presented before, the 
reviewer gives a particular degree of certainty as it was considered as a strategy 





 3) Apologize 
Datum 59 
Sizenya ga sesuai kirain size M lumayan taunya kurang. Maaf bintang 3. 
(The size does not fit me, I thought M is enough but turns out too small. 
Sorry, 3 stars.) 
 
The utterance “Maaf bintang 3” reflects how the reviewer apologizes for 
threating the seller’s face by giving complaint at the beginning and telling that 
she/he will give a quite low rating at the end of the review. The damage from the 
criticism mentioned in the beginning of the review and the low rating given at the 
end are being compensated by the apology. By doing that, the reviewer is 
admitting the impingement that was done. The reviewer is aware that the seller’s 
negative face will be imposed through the complaint and judgment, therefore an 
apology is used.   
4.1.1.4 Off Record 
 Off record politeness strategy includes being ambiguous and vague that may lead 
to the hearers to make the interpretation themselves. Several strategies that were found 
from the data are using tautology, giving association clues, contradiction, irony, and 
using understatement. 
1) Tautology  
Datum 6 
Bagus banget bahan tebel. Pokonya suka. 




The utterance in bold is shown as an excuse. In Indonesian, the expression 
pokoknya owns a similar meaning with “no matter what” in English. The reviewer 
leaves the expression pokonya or pokoknya to the seller as hearer to find the 
possible interpretation. Other than mentioning about the fabric quality of the 
product, the reviewer does not give another required reason why the product 
suited to the preferences. 
2) Give association clues 
Datum 46 
Owner nya ramah, fast respon juga. bahannya bagus, halus, lembut, tapi 
warna agak kekuningan. Sedikit ragu sama paper bag sama nametag nya, 
aneh aja gitu hehe. 
(Friendly and fast-responding owner. The fabric is good and soft, but the 
color is somehow yellowish. I kind of doubting the paper bag and the 
nametag, it looks weird hehe.) 
 
The utterance in bold is an example of using euphemism to give clues of 
the thing related to the product purchased. Such euphemism could be found the 
use of word aneh. By using euphemism means that the reviewer substitutes any 
harsh words with a more mild ones when trying to criticize the product. If the 
preceding utterance is put into considerations, it is clear that the reviewer has a 
doubt about the product. In the attempt to communicate that criticism, instead to 




Dah sampai asyik. Lumayan deh kualitas sesuai harga. Bisa buat kado. 
(It is finally here, yay! The quality is pretty good, worth the price. I can 




The word in bold is an example of understatement used in giving the 
review. The word lumayan (pretty good) is utilized to soften the threat by not 
telling the truth completely. The whole review itself is actually a compliment but 
the reviewer does not make it clear since she/he choose to avoid the upper points 
of the compliment. However, since the reviewer does not give definitive 
statement regarding the product’s quality, there may be possibility that the 
reviewer has a doubt in telling the truth of the actual quality. Furthermore, the 
reviewer does not take full responsibility of it. The reviewer probably assumes 
that the seller would not cooperate if she/he told the complete truth of what she/he 
actually intends to deliver. 
Datum 80 
Ada nodanya sih, kuning-kuning gitu. Yaa lumayan deh. 
(It is stained and yellowish. Well, not bad.) 
 
Same case also happens with the use of lumayan to soften the face threat. 
Compared to the previous example where the use of lumayan is as a compliment, 
this example is a bit different in term of where the expresson of lumayan is 
heading to. The reviewer is not being clear to which way is the lumayan directing, 
whether more of compliment or criticism. Even though she/he points out about 
the product flaw beforehand, it does not mitigate the ambiguity of the usage of 
lumayan. By not being clear, the reviewer assumes that no cooperation will be 





4) Use Contradiction 
  Datum 49 
Bordirannya rapi cuman jahitan di pinggir ga begitu rapi tapi gapapa 
bisa dipotong. Untuk bahannya agak panas cuman untuk harga segitu 
(The embroidery is neat but the seam is not so neat. But it is okay I can 
cut it. But the fabric material is kind of hot for the price.) 
 
The context of the utterance in bold is generally about the build quality of 
the product. The reviewer wants to point out that the product’s build quality was 
done neatly but later she/he also states that it is not really neat. The contradicting 
ideas could be confusing for the seller since the reviewer are not being responsible 
of the clarity of the statement that was written in the review. It encourages the 
seller to find their own version of interpretation about the statement. 
4.1.1.5 Pattern Based On Cultural Context 
 Aside for the analysis of kinds of politeness strategies employed by online buyers 
in giving review in online shopping, the researcher also try to put the context of giving 
review itself into consideration. In the context of review and commentary writing, a 
review usually consists of both compliment and criticism. A good review will consider 
of pointing about the strengths and the weaknesses of the thing being reviewed. However, 
due to the characteristic of a review itself (where someone may compliment and criticize 
at the same time), the researcher also found the case of hybrid strategy.  
 In this study, while some of the reviews do not contain of both strengths and 
weaknesses, such requirement could be easily found in the data collected. Most reviews 
that contain hybrid strategies includes both complimenting and criticizing. Regarding to 
that kind of data, the researcher found that the data have similar patterns of 
communicating the compliment and criticism at the same time. There are two kind of 
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pattern found from the data collected. They are (1) pattern of “it is good, but…”, and (2) 
pattern of “it has flaw, but it is okay”. More detailed explanation will be given as follow. 
a) Pattern of “It is good, but…” 
This pattern is formulated from the reviews that has been collected in 
which a compliment is given in the beginning but then followed by a criticism. 
Some examples will be presented in the table below. 




12 Amanah sih tapi aku ora dapet paper bag nya dong padahal 
ngarep. 
15 Semua kualitasnya bagus kecuali tidak dapat kotak. Packaging 
nya cuma pakai plastic kurang rapih aja dilihat. 
43 Barangnya bagus tapi respon dari penjualnya kurang. 
48 Hoodienya bagus sesuai dengan pic, pengiriman cepet hanya 
tidak sesuai iklan disana tertulis free paperbag tapi 
kenyataannya saya ga dikasih free paperbagnya. 
50 Bagus tapi sayang ada nodanya 
77 Barangnya sudah sampai, pengemasan ok. Hanya saja banyak 
noda gak tau bisa ilang apa nggak. 
 
As could be seen from the table above that presents some examples of the 
said pattern. Structurally, all the examples given are started with giving 
compliment, but then ended with giving criticism. The reviewers begin their 
review by writing utterances that satisfy the seller’s positive face, such as pointing 
about the seller trustworthiness (datum 12), the fine product quality (datum 15, 
43, 48, & 50), and the fine packaging (datum 77). But then the reviews are 
followed with criticizing utterances, such as stating about the incomplete package 
inclusions (datum 12 & 48), the poor packaging (datum 15), the nonresponsive 
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service of the seller (datum 43), and the product poor quality (datum 77). This 
particular structure builds the pattern on “it is good, but….” 
b) Pattern of “It has flaw, but it is okay” 
This pattern is roughly the opposite of the “It is good, but…” pattern. 
Looking into the structure, the pattern is built by starting with the criticism first, 
then followed by the attempt of saving the seller’s negative face. 




8 (Maaf ya baru nilai sekarang) kirain XL bakalan gede eh 
ternyata kecil kaya ukuran L wk tapi gpp, suka banget sama 
bahan nya halus, terus kirain bakalan di box gitu tempatnya eh 
ternyata enggak hehe, gpp deh bagus, pengiriman nya juga 
cepet, sehari udah sampe, makasih ya. 
17 Bagus banget, minusnya cuma di bagian kupluknya aga 
menguning gitu warnanya. Tapi it’s oke ga kelihatan. Thank 
you psco.store. 
19 Ga dapet paper bag. Tapi it’s okay lah barangnya keren parah. 
Terima kasih. 
156 Pengirimannya lumayan, saya pikir XL paling gede karena 
niatan mau oversize, eh ternyata saa kaya L ngepas ke badan. 
Tapi gapapa lah soalnya hoodienya keren! Bahannya bagus, 
penjual pun ramah, next order lagi di toko ini. 
157 Ternyata XL ukurannya kecil. Nggak papa lah, untuk harga 
segini lumayan lah. 
 
Most of the utterances above contain the statement of acceptance for the 
product flaw even though a criticism has already given beforehand, and some are 
even followed with compliment. The act of accepting is reflected through the use 
of utterance “it is okay”. This particular structure build the pattern of “It has flaw, 
but it is okay”. As in datum 8, the reviewer gives the statement that the size does 
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not fit in and the packaging is out of what he expect. But the reviewer later made 
an acceptance statement “gpp” or “gak pa-pa” which means “it is okay”. Same 
thing also happens in the other examples succeeding. 
4.2 Discussion 
 This section present the discussion resulted from the data analysis in the previous 
section. The analysis was drawn based on the objectives of the study to identify the 
politeness strategies used by the online buyers and give reasons about the most frequently 
appeared types of strategy used by the online buyers. For the second objective, the 
researcher found that positive politeness strategy is the most frequent used strategy with 
64% occurrence of all the total 243 data. The possible reasons why particular result is 
gained is due to the phenomenon where the concept of power and distance in linguistic 
politeness are no longer important in the activity of giving review in online buying. More 
detailed discussions of the finding is presented as follow. 
 4.2.1 Discussion of the Identified Politeness Strategies 
This section disccusses the answer of the first research problem in which 
to study the types of politeness strategies employed by the buyers in the reviews 
they write. Based on the finding, the researcher found that the buyers employs all 
four of politeness strategies suggested by Brown and Levinson (1987). Detailed 
explanations are provided below. 
a) Bald On Record 
In bald on record strategy, there are two ways of realization which can be 
found from the data. The buyers mostly use utterances that show small intention 
in satisfying the seller’s face and task-oriented utterances. The reviewers are 
being completely unambiguous and sometimes rather demanding towards the 
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seller. The unambiguity is reflected via the word choices which no unnecessary 
interpretations are needed. Sometimes, the reviewers give straight offences as 
they performed the case of non-minimization of threat as Brown and Levinson 
(1987) proposed in their theory of politeness strategy. Based on the analysis in 
the previous section, the offence could be in the form of using openly aggressive 
words, comparing the product quality and the service to another store, and 
blatantly not recommending the store to the potential buyers. In addition, the 
reviewers choose to show urgency or desperation by giving maximum efficiency 
rather than doing face redress by using verb as an imperative and expression like 
“harusnya” and “mending” to communicate a demand. It is relevant to what 
Brown and Levinson (1987) stated that in bald on record strategy, the speaker (S) 
wants to do the FTA with maximum efficiency more than to satisfy the hearer’s 
(H) face (Brown and Levinson, 1987: 95) 
 b) Positive Politeness 
Meanwhile in positive politeness, the researcher found quite varying 
realization from the data collected. The positive politeness as the attempt to show 
closeness and solidarity that is found from the data uses the strategy of 
exaggeration, intensifying interest to the hearer, and using in-group identity 
marker. In this study, most data that contain the exaggeration include the use of 
the word “banget” to maximize the compliment and approval, therefore to satisfy 
the seller. Some of them even appear in repetitive way and are used more than 
necessary. In addition, the reviewers also use pleasing adjective like “bagus” or 
“ramah” as an attempt to preserve the seller’s positive face. The second 
realization is that the reviewers were found using expression that draw the seller 
attention and making good story to make the review more pleasing for the seller’s 
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positive face. The expression, for example, is “saya kaget” as to communicate 
that the purchased product is better that expected. The last realization is the use 
of in-group identity marker. It includes address form of language or dialect, of 
jargon or slang, and of ellipsis. From the data collected, the researcher found that 
those identity markers are expressed through the use of word kakak, kak, admin, 
min, or mimin to show closeness, solidarity, and the sense of being a part of the 
same community. 
 c) Negative Politeness 
The third politeness strategy found is the negative politeness strategy. 
This strategy appears when the reviewers are being conventionally indirect, using 
hedges, and apologizing. In the attempt of being conventionally indirect, Brown 
and Levinson (1987) stated that this attempt comes from the desire to go on record 
but also trying to be indirect as well. In the analysis from the previous section 
above, the expression of “kok” as in the datum 38 “Kok gadapet paper bagnya 
ya kecewa banget sih?” is one of the examples of such conflict. The expression 
needs to be taken contextually in order to fully understand the actual intention. 
When translated into English, the expression of “kok” means why or how come. 
But contextually it shows hidden intention more than just questioning. 
The researcher also found that the reviewers are using hedges to adjust 
the level of threat toward the seller’s negative face and apology to mitigate the 
threat. Hedge is a particle, word, or phrase that modifies the degree of a predicate 
or a noun phrase. It shows only partial truth of the true meaning the speaker 
intends to give. The analysis shows that the reviewers use probability adverb 
“mungkin”. This expression is commonly and widely used to avoid imposition 
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when someone is voicing a disagreement and not sure of the certainty of the 
statements. Therefore it shows reluctance as one of the characteristic of 
minimizing imposition the hearer’s negative face. Similar thing also happens with 
the use of “agak” as the attempt to avoid definitive statements that may risk the 
hearer’s face. The reviewers also use apology to mitigate the damage after giving 
impingement. A strategy of apologizing while doing FTA is commonly found in 
negative politeness. The strategy as Brown and Levinson (1987) proposed, 
includes admitting the impingement, indicate reluctant, give overwhelming 
reasons, and beg for forgiveness. 
 d) Off Record 
The last strategy that can be found in the data is the strategy of off record. 
This is the strategy which encourage the hearers to make their own interpretations. 
In the case of this study, the off record strategy appears when the reviewers give 
utterances which include using tautology, giving association clues, using 
understatements and making contradiction. In the strategy of using tautology, the 
researcher found that the reviewer uses the expression of “pokoknya” which in 
the context of the datum analyzed owns the meaning of “no matter what”. The 
reviewers use this strategy by violating the maxim of quantity that is to only utter 
he patent and necessary truth. They were being non-informative and trying 
encourage the hearer to find the informative interpretation. The next is the 
reviewers are found to give associative clues by saying something relevant or 
associated with the act of the hearer. In the analysis, the reviewer uses euphemism 
to give clues in criticizing the product. The third realization of off record strategy 
used by the reviewer is that they use the expression of “lumayan” as an 
understatement. The strategy of understate involve the action of violating the 
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quantity maxim by saying less than required. By using the expression of 
“lumayan, the reviewers avoid to give low point in criticizing and also avoid 
giving the upper point in complimenting. It is a common way to construct an 
understatement based on Brown and Levinson (1987). And last, the reviewers 
also use contradiction in reviewing the product. By giving contradicting ideas, 
the speakers are seen as not telling the truth or not being sincere of the statement 
constructed. It is an irresponsible act since the speakers leave the interpretation 
of the statement to the hearer. 
 4.2.2 Discussion of the Patterns Found 
As mentioned in the finding section, in the context of review and 
commentary writing, both compliment and criticism could occur in one review. 
In this case, due to the limit of character provided by the online shopping platform, 
the case of such occurrence could posibbly found within an utterance. It leads to 
the case where the FTA is targeted to different faces within the same review. 
Therefore, resulting in the case of hybrid strategy. Brown and Levinson (1987) 
name this case as the mixture of strategies. It is the mixture of elements derived 
from positive politeness and negative politeness. The mixture can end up with 
one strategy being more dominant, therefore making it classified as the dominant 
strategy. Meanwhile, some other uses of strategy mixture that cannot hybridize 
or in other words clash with each other will lead to the interaction being back and 
forth between approaching and distancing. Some factors, such as (1) the delicacy 
of the interactional balance which mainly influence by the distance and power of 
the interactants, (2) the momentary ‘mood’ of the strategy’s shifting, and (3) the 
FTAs and conversational structure, influence whether the mixture will become a 
hybrid or clash with each other. 
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a) Pattern of “It is good, but…” as a negative politeness 
The pattern above seems to give a sense of insincerity. The reviewers are 
not being genuine about the compliment they give in the beginning. They state 
such contradicting ideas about what they feel of the product quality, the service, 
even the packaging. So, broadly, this case could be classified as off record 
politeness with the realization of using contradiction. However, Brown and 
Levinson (1987) in the mixture of strategy, they suggested when someone 
exploits the usage of strategy by mixing more than one strategy, the result is either 
the hybrid strategy with one strategy dominating or the strategy being clashing 
with each other. Therefore using this analysis, a different result other than off 
record strategy is found. One example from the finding is provided below. 
 Datum 9 
 Amanah sih tapi aku ora dapet paper bag nya dong padahal ngarep. 
 (It is trustworthy, but I did not get the paper bag. I really wish for it, 
though.) 
 
In the example above, the reviewer attempts to make the seller as hearer 
to feel good about themselves since their positive face are being preserved 
through the compliment in the beginning with the use of word amanah 
(trustworthy). The attempt to satisfy the hearer’s positive face could be classified 
as positive politeness. However, the utterance after tapi (but) is about criticizing, 
in particular about the absence of an inclusion. In Indonesian context, the 
researcher found that the use of “…sih, tapi…” is often used to cancel what has 
been stated before the “… sih, tapi….” If the statement before the “…sih, tapi…” 
is a compliment then the compliment is not significant anymore and most of the 
time could not mitigate the criticism given after the “…sih, tapi….”  
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Since the complement is canceled, the statement succeeding the “…sih, 
tapi…” is highlighted and become the main point that the speaker is trying to 
convey. The succeeding statement in the review above is the case where the 
speaker tries to be conventionally indirect in the utterance “aku ora dapet paper 
bag nya dong padahal ngarep”. Such case could be found in the strategy of doing 
negative politeness. The reviewer uses an unambiguous statement about wishing 
for a paper bag inclusion, meanwhile the real intention is not only to communicate 
the wish but also to ask the seller for the inclusion to be given, which is threating 
the seller’s negative face from the freedom of action. Therefore, the researcher 
conclude that based on this analysis, the pattern of “It is good, but…” is classified 
as negative politeness since it is the main point or the dominant strategy used to 
convey the actual intention. 
 b) Pattern of “It has flaw, but it is okay” as a positive politeness 
Relating to the framework of mixture of strategy where one strategy could 
overpower the other within the same utterance, the researcher found that the 
pattern of “It has flaw, but it is okay” is the employment of positive politeness 
strategy. An example is presented as follow. 
Datum 19  
Ga dapet paper bag. Tapi it’s okay lah barangnya keren parah. Terima 
kasih. 
(I did not get the paper bag. But it is okay since the product is extremely 
awesome. Thank you.) 
 
The review above starts with a criticism about the absence about the 
package inclusion. The criticism is done on record where no face redress is 
needed and the reviewer chooses to be blunt in pointing the criticism. The 
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reviewer also makes the criticism as clear as possible that no unnecessary 
interpretation is needed. However, the reviewer also chooses to mix the on record 
strategy that has been used with another strategy that is reflected in the succeeding 
utterance. The utterance after the statement of criticism, that is “…but it is okay”, 
implies that the reviewer is accepting the flaw. 
The act of accepting, based on the researcher’s judgment, could be 
considered as giving ‘gifts’ to the hearer in positive politeness. The ‘gifts’ here 
is not limited to material gift but also abstract thing such as sympathy, 
understanding, and cooperation. This strategy aims in satisfying the seller’s wants 
about their reputation to be recognized. In addition regarding the example above, 
the reviewer also gives more of negative politeness strategy by using 
exaggeration in “keren parah” (extremely awesome) and giving more gift with 
expression of gratitude “terima kasih” (thank you). 
Compared to the pattern of “It is good, but…” where the usage of “… sih, 
tapi…” could mean that the reviewer is canceling the statement before the “… 
sih, tapi…”, the use of  “but” in “It has flaw, but it is okay” pattern does not 
instantly cancel the preceding statement. In this pattern, the preceding statement 
(the criticism) is not canceled but merely ‘overweight’ by the acceptance and gifts. 
Therefore it is obscuring the threat toward the positive face. Since the positive 
politeness takes more weight in this pattern, it could be said that the pattern “It 
has flaw, but it is okay” is a positive politeness strategy. 
4.2.3 Positive Politeness as the Most Frequent Strategy Used 
Referring to table 4.1 which contains the distribution of the use of 
politeness strategy, positive politeness strategy claims to be the most frequent 
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politeness strategy used by online buyers in giving their reviews. Appearing for 
156 times out of 243 data collected, this strategy owns the 64% portions of the 
politeness strategies used. An investigation on this result has been done by 
contrasting and comparing this study result to previous studies. In addition, a 
comprehensive discussion is provided to give more in-depth insight why such 
result is gained. 
Contrasting to the study of Daulany et al (2019) in which they examine 
“Women Politeness Strategies of Bargaining ‘Media Credit Store’ in Tanjung 
Morawa”, they found that negative politeness out-numbered the other strategies. 
However, comparing to the study of Maros eat al in 2017 about “Politeness 
Strategies in Twitter Updates of Female English Language Studies Malaysian 
Undergraduates,” both their study and this study shows similar result in which 
positive politeness strategy. The reason, according to Maros, is because positive 
politeness serves various communicative purposes, most importantly emphasize 
friendliness. Zainurrahman and Kofau (2020) in their study “Linguistic 
Politeness in Public Virtual Communication” also gained the same result. 
The reason of the contrasting result between the study of Daulany and this 
present study is that there are the differences in space and time. In their study, 
Daulany uses observation where the researchers visited research field directly to 
witness the participants conversing. This means that the data they collected are 
obtained in real life interaction. Meanwhile, this study focuses on the virtual 
communication that took place in an e-commerce as the media. Real life 
interaction allows the participants to have face-to-face communication with 
maximum synchronicity. Hence, the participants are most likely to have a right-
away and spontaneous communication. Meanwhile, that spontaneity can hardly 
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be achieved in virtual communication due to the time-lag between production and 
reception (Crystal, 2001) and the absence of nonverbal cues that make the 
message of the communication be easily understood. Those factors could possibly 
be an influential reason why different results are gained despite both study 
observe the similar field. 
The space and time differences also take part in the domination of the 
positive politeness strategy in this study. The virtual communication happens in 
cyberspace mostly are in the written form due to the space differences. Written 
communication is prone to make the communication becomes asynchronous 
because people will take more time to write. Moreover, written communication 
enable the participants to have more controls in the composing process with no 
intervention from the interlocutor Voiskounsky (1997). Due to the delay, they 
also have more time to think and choose which word that can represent their 
intention the most, consider not to offence the interlocutor, and show more 
politeness. However, the assumption that the buyers are aware about using 
politeness strategy cannot be applied. 
In relation to positive politeness strategy, the concept of power and 
distance by Brown and Levinson (987) are no longer important due to those 
factors above in virtual communication. People could hardly know who they are 
talking to and most of the time overlook and less care of any potential social 
differences. They put aside the possibility that the buyers may have higher power 
and do not about the possible power they own themselves. Since they look at 
everyone just the same, they will interact more casual and friendly. This 
friendliness are found to exist in 64% percent of the data collected in this study 
and reflected in the strategy of positive politeness. This supports the finding of 
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the previous study by Zainurrahman and Kofau (2020) that social and 
psychological closeness cannot be the indication of positive politeness in virtual 
communication. 
In relation to virtual communication, the researcher also proposes that the 
phenomenon of benign disinhibition is also related to the result of this study. Suler 
(2004) suggests the notion of online disinhibition effect as a phenomenon where 
people act and behave out of the ordinary they do in real life. Pratama (2019) in 
Linguistic Politeness in Online Communication includes his effect as a 
psychological aspect that differentiate real life and cyber interaction. He states 
that social networking platforms have audiences who view, react, and engage 
with contents the user shares on their social media account. “The users can 
present themselves and the content that they choose for the audiences which 
sometimes is set in such a way to maintain certain image or gain the audiences’ 
attention.” (Pratama, 2019: 26).  So some people will do a self-disclosure or act 
out more frequently or intensely than they would on person (Suler, 2004). They 
may show happiness, kindness or generosity (benign disinhibition) or oppositely 
choose rude language, harsh criticism, shows anger, hatred, even threats (toxic 
disinhibition). Factors like (1) dissociative anonymity that allow someone to 
mask their identity online, (2) invincibility that encourage someone to go places 
and do things they otherwise would not, (3) asynchronocity, and (4) minimization 
of status and authority can lead to such phenomenon. 
One thing that should not be overlooked from the reviews of the buyers is 
that not only the seller could see them, but every potential buyers who visits that 
particular store can see the reviews as well. The reviewers are aware that the store 
is an open online platform where their reviews can be displayed openly as well. 
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Due to this condition, they will present themselves the way they want to be or the 
way they want everyone to see them, such as being kind and friendly. The 
anonymity gives them full control on what way they want to show their image. 
So the use of positive politeness here is not only to show familiarity and solidarity, 
but also to highlight the buyers’ positive face that they own such image of being 
kind and generous in front of the other users like in the phenomenon of benign 
disinhibition. The explanation above also supports the finding of Zainurrahman 
and Kofau (2020) where they say that “positive politeness do not necessarily 
indicate camaraderie” but can also be seen as a norm. Similar to the effect of 
benign disinhibition, they found that people want to maintain a positive face and 





CONCLUSION AND SUGGESTION 
 
This last chapter or the study provides two main sections, namely conclusion and 
suggestion. The researcher concludes the overall result of this research and gives the 
recommendations about the future direction of the study for the next researchers. 
5.1 Conclusion 
 This study was aimed to investigate the politeness strategies that are employed 
by online buyers in giving review in online shopping and to describe how each strategy 
is realized in the given reviews. The data were taken from the utterances produced by the 
online buyers’ reviews in review section of the store provided by the online shopping 
platform. The theory of politeness strategy proposed by Brown and Levinson (1987) was 
applied in analyzing to identify the strategies used in each of data collected. 
 Through the study, the researcher found that four politeness strategies suggested 
by Brown and Levinson (1987) are found in the reviews given by the online buyers. 
Those strategies are bald on record, positive politeness, negative politeness, and off 
record politeness. From the total 243 data collected, positive politeness takes 64% portion 
of the strategy used and claims to be the most used strategy by the buyers in giving 
reviews with. The percentage then followed by negative politeness which takes 14% 
portion, while bald on record and off record own 11% portion each.  
The researcher also found that those strategy could be identified through certain 
realization. Bald on record strategy that was used in the reviews could be realized from 
the buyer’s small intention in satisfying hearer’s face and the use of task-oriented 
expression. Positive politeness as the most-used strategy found in the data is realized via 
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exaggerating interest, approval, and sympathy, intensifying interest to the hearer, and 
using in-group identity markers. Negative politeness used in the review also could be 
realized when the buyers are being conventionally indirect in their reviews, using hedges, 
and apologizing. And last, off record strategy could be realized via the use of tautology, 
association clues, understatements, and contradiction. 
The domination of positive politeness strategy in the reviews given by the online 
buyers could be possibly caused by the lack of awareness about power and distance. 
Buyers overlook the potential of social differences among them and the seller, resulting 
them to behave more casual and friendly. Furthermore, as seen from the phenomenon of 
benign disinhibition, there is also a possibility that the buyers want others, not only seller, 
to see themselves as kind and friendly since the reviews they give are displayed openly 
to the next potential buyers. 
5.2 Suggestion 
 The researcher is highly aware that there are many points lacking in this study. 
Therefore, some suggestions about the future direction of the study are offered for the 
next researchers. Based on the analysis, the researcher only focused on the utterances 
produced by the online buyers to identify the politeness strategy and put aside other 
elements such as multimodality that presents in the reviews. The multimodality includes 
images, videos, and emoji or single graphic symbol to represent emotions. So, the 
researcher suggest that the future study would also put those elements into consideration 
in analyzing the politeness strategy employed by online buyers in giving their reviews in 
online shopping. The discussion of this research also opens for new studies for future 
researchers who want to examine the differences in the use of politeness strategy in 
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Table of utterances and politeness strategy found in the review section.  
Dat
um 
Utterances Politeness Strategies 
BO
R 
P N OR 
1. Gatau lagi ini mah emang barang yang ga lulus QC nya 
H&M padahal cuma bercak dikit aja bisa dapet barang setara 
di store di mall H&M seneng bangetttt makasih ya seller 
sukaaa banget kainnya tebel, label, warna, printingnya jga 
rapiii banget!! Minus tali nya aja tapi overall sukaaakk.  
 √   
2. Bagus banget banget banget sesuai ekspektasi, penjualnya 
ramah banget nggak nyangka dikirim sebagus ini, 
pengirimannya juga cepet, sablonannya juga bagus banget 
terima kasih banyak. 
 √   
3. Sebelum beli ragu banyak ulasan yang jelek, tapi ternyata 
barangnya bagus banget pas udah nyampe, buat kalian 
jangan mudah terpengaruh sama ulasan buruk, ada harga ada 
kualitas bahannya adem banget, tebel, adminnya juga ramah 
banget, no minus.  
 √   
4. Thank you so much barangnya udah nyampe, produk 
original.  
 √   
5. Dah sampai asyik. Lumayan deh kualitas sesuai harga. Bisa 
buat kado. 
   √ 
6. Bagus banget bahan tebel. Pokonya suka.     √ 
7. Bagus banget pengiriman cepat hanya 1 hari setelah 
payment barangnya aman bahannya bagus dan tebal oke 
banget. 
 √   
8. (Maaf ya baru nilai sekarang) kirain XL bakalan gede eh 
ternyata kecil kaya ukuran L wk tapi gpp, suka banget sama 
bahan nya halus, terus kirain bakalan di box gitu tempatnya 
eh ternyata enggak hehe, gpp deh bagus, pengiriman nya 
juga cepet, sehari udah sampe, makasih ya. 
 √   
9. Bagus banget tapi ga dapat bag nya gapapa lah wkwkwk, 
ada yang kurang rapih di bagian leher kanan jahitannya tapi 
gapapa okey makasih ya ka. 
 √   
10. Talinya tali sepatu woi parah paperbag nya dari kardus, 
sablon sama tag aman si, cuma kalo beli buat doi jangan deh 
apalagi kalo udah tau brand pasti bisa dibandingin. Kalo 
buat pakaian sendiri ok ok aja kalo dari jaketnya sugab.  
√    
11. Responsif banget penjual, mereka bakal open diskusi kalo 
ada kendala perihal transaksi ataupun produk yang mau 
dibeli. Produk bagus mirip banget kayak hn* yang dijual di 
mall, tag wash+label devided lengkap kecuali tag logo hn* 
di tag atas (karena gak lolos qc dan dipotong mungkin). 
Dapet paperbag gede banget. 
 √   
 
 
12. Amanah sih tapi aku ora dapet paper bag nya dong padahal 
ngarep. 
  √  
13. Bagus banget ga nyesel beli disini uwu, lucu juga, tebel 
bahannya bagus banget original, makasih kak, penjualan nya 
juga ramah banget worth it makasih kak. 
 √   
14. Ini bagus banget woy mo nangis. Ga ada cacatnya. Cuma 
ada noda beberapa tapi di dalem jadi gak kelihatan. Tapi ga 
ada totebag nya. But, selebihnya bagus. 
 √   
15. Semua kualitasnya bagus kecuali tidak dapat kotak. 
Packaging nya cuma pakai plastic kurang rapih aja dilihat.  
  √  
16. Packing rapi, penjual ramah, pengiriman cepat saya 
berterima kasih sekali, kualitas produk sangat bagus. 
 √   
17. Bagus banget, minusnya cuma di bagian kupluknya aga 
menguning gitu warnanya. Tapi it’s oke ga kelihatan. Thank 
you psco.store. 
 √   
18. Kualitas produk lumayan bagus, harga produk sangat baik, 
suka banget deh. 
 √   
19. Ga dapet paper bag. Tapi it’s okay lah barangnya keren 
parah. Terima kasih. 
 √   
20. Mantep banget dong, nggak ada noda-noda an dong. Terus 
miminnya ramah banget dong, bahan hoodie nya juga tebel 
nya bikin gerah, aduh pokoknya aku jatuh cinta banget sama 
hoodie nya mantep sekali, kalian juga harus beli pokoknya, 
semoga tambah laris ya min. 
 √   
21. Bagus banget, terus penjualnya juga ramah, makasih ya kak, 
semoga banyak yang beli. 
 √   
22. Bahannya tipis banget parah, kayak hoodie 50rb an, gak 
kayak ulasan yang lain, beda banget bahannya, akhirnya beli 
lagi di toko sebelah lebih murah, bahannya juga lebih 
tebel+lembut, seller dihubungi lagi udah ga jawab, not 
recommended. Yakin bisa retur? Chat saya aja ga dibales. 
√    
23. Bordirannya kurang rapih tapi dari jauh ga kelihatan banget, 
saya kaget sama bahannya karena lembut banget kayak jaket 
aslinya. Bagus deh, seller juga responsive banget. Makasih 
ya. 
 √   
24. Respon seller cepet, barang OK walaupun ada benang-
benang dikit, dan nada noda beberapa, ukuran pas mantap. 
Original? Semoga aja sih hahaha.  
   √ 
25. Ada minus dikit kotor tapi over all suka sih bahannya lembut 
terima kasih. 
 √   
26. Hoodie nya bagus tapi agak sedikit noda di bagian 
tangannya dan kalo dipake pertama kali ada bulu-bulunya 
tapi gapapa bagus banget pokoknya top. 
  √  
27. Paket udah sampe tadi sore, bahannya bagus kualitasnya 
oke, pengirimannya sungguh sangat cepat. Kurir nya pun 
ramah sekali. Harganya disini juga murah sama kualitasnya 
jadi engga mengecewakan sama sekali. Makasih ya kak 
barangnya. 
 √   
 
 
28. Bagus, bintang tetep aku kasih 5 tapi pengiriman lama dari 
tanggal 1 baru sampe tanggal 6 padahal dari bogor dan 
penjual lama balasnya. 
  √  
29. Packaging nya rapi, totebag nya kecil hehe but thank you 
kak.  
 √   
30. Kapok! Sumpah jelek banget. Gimana sih barang riek 
dikasih konsumen dasar aneh. Orang udah cet gamau 
bolongan kayak gitu malah dikasih nya yang itu. Bahan di 
deket pergelangan tangan jelek banget pls gak kayak yang 
lain. Bahan juga panas. Plis masa dikasih ke konsumen sih. 
√    
31. Antara M sama XL gak ada bedanya. Kecewa. Paperbag nya 
kecil banget gak mungkin muat buat hoodienya. 
√    
32. Kualitas produk sangat baik, produk original, harga produk 
baik, kecepatan pengiriman buruk, pengemasan lama. 
Untung bahannya bagus. 
√    
33. Alhamdulillah paket sampe dengan selamat kak, minus 
sedikit di bordirannya sama ngga ada tali kupluk nya. 
Selebihnya jos deh wkwk. 
 √   
34. Bahan terlalu tipis, sablon seperti sablon permen yosan, buat 
harga segini sih dengan kualitas produk yang didapet tidak 
recommend. 
√    
35. Bahan sweater nya kayak harga 50k paper bag hoax, intinya 
gak rekomen banget. Ini saran buat yang beli intinya supaya 
gak kecewa. Lain kali tolong konfirmasi pembeli bahan kaya 
gimana dan paper bag hoax. 
√    
36. Minta ukuran L tapi yang datang kayak ukuran S kecil 
banget. Katanya original harusnya L lebih besar dong. 
√    
37. Bagus produknya sesuai sama foto.  √   
38. Kok gadapet paper bagnya ya kecewa banget sih?   √  
39. Gak ada full tag nya dan totebag nya terlalu mini. √    
40. Overall bagus tapi talinya kok ga ada ya.   √  
41. Barangnya lumayan lah ya, tapi soal jahitannya ada yang 
kurang rapih dan bahannya agak tebal sih. Tapi gapapa lah. 
 √   
42. Gak ada label tali bukan ori, sablonannya agak pudar 
(hedges) 
  √  
43. Barangnya bagus tapi respon dari penjualnya kurang.   √  
44. Semua bagus cuma gadapet paperbag aja wkwkwk   √  
45.. Produknya sesuai di foto pengiriman sangat cepat cuman 
sayang di hoodie nya ada noda sedikit. 
   √ 
46. Owner nya ramah, fast respon juga. bahannya bagus, halus, 
lembut, tapi warna agak kekuningan. Sedikit ragu sama 
paper bag sama nametag nya, aneh aja gitu hehe.  
   √ 
47. Alhamdulillah paketnya sudah sampai packingnya juga 
rapih. 
 √   
 
 
48. Hoodienya bagus sesuai dengan pic, pengiriman cepet hanya 
tidak sesuai iklan disana tertulis free paperbag tapi 
kenyataannya saya ga dikasih free paperbagnya.  
  √  
49. Bordirannya rapi cuman jahitan di pinggir ga begitu rapi tapi 
gapapa bisa dipotong. Untuk bahannya agak panas cuman 
untuk harga segitu. 
   √ 
50. Bagus tapi sayang ada nodanya   √  
51. Oke gais jadi ini bahannya tipis terus ada sedikit noda hitam. 
Katanya paperbagnya abis, oegmh kalo jualan harus ada 
semuanya sista biar pembeli ga kecewa, dan penjalnya kalo 
negchat make emot-emot mulu, jadi pembeli kesel ya bund, 
pokonya ga recommended, terima kasih. 
√    
52. Pesennya M, datengnya L. Gimana sih? √    
53. Notifikasi paket sudah diterima tapi tidak sampai di rumah 
saya, gimana ceritanya kok bisa gini ya? 
  √  
54. Tidak termasuk paper bag H&M     √ 
55. Asli lumayan kecewa sih. Gak sesuai ekspektasi juga. 
Boxnya juga pakai box makanan gak kayak di foto. Talinya 
juga pake tali apa itu entah gatau. Rusak juga talinya.  
   √ 
56. Buruk sekali produknya. Bolong/robek nya besar banget, 
kacau baru kali ini beli di Shopee kecewa, penjual gak 
amanah.  
√    
57. Alhamdulillah barang bagus pengiriman cepat tapi sayang 
jahitnya gak rata dan tali jaket gak ada. 
  √  
58. Alhamdulillah lumayan dengan harga segitu baju banyak 
nodanya. 
   √ 
59. Sizenya ga sesuai kirain size M lumayan taunya kurang. 
Maaf bintang 3. 
  √  
60. Ada bercak nodanya kuning di bagian depan. √    
61. Bajunya banyak nodanya. Tapi selebihnya bagus.  √   
62. Sablonnya udah agak pudar. √    
63. Hoodienya bagus sesuai foto, di bagian kantong jahitannya 
miring, dan gak dapet paperbagnya.  
   √ 
64. XL nya kecil ternyata.    √ 
65. Kasih bintang 3 aja, bahan tipis. √    
66. Bahannya kak kurang tebel √    
67. Kebagian dapat yang ada nodanya. Dipakein pemutih 3 
bungkus ukuran 500ml masih belum hilang nodanya. 
√    
68. Bagus sih, Cuma ternyata oversize. Aku pesen L masih 
ngepas banget ternyata. 
   √ 
69. Ukuran tidak sesuai, tali hoodie susah buat di masukkan. √    
70. Ukuran XL nya kek ukuran M √    
 
 
71. Bagus banget hoodienya. Bagus deh saya suka banget dapat 
paperbag lagi. 
 √   
72. Thank you seller. Barangnya bagus asli. Putihnya bersih.  √   
73. Boxnya penyok padahal mau dipakai lagi. Mungkin karena 
proses pengirimannya. Overall bagus sih, sayang gak ada 
totebagnya karena habis. 
  √  
74. Kualitas produk lumayan bagus, harga produk sangat baik, 
suka banget deh. 
  √  
75. Not bad la.    √  
76. Bagus tapi bahannya beda sama yang awal beli motif toy 
story, semuga suka yang belinya. 
  √  
77. Barangnya sudah sampai, pengemasan ok. Hanya saja 
banyak noda gak tau bisa ilang apa nggak. 
  √  
78. Banyak noda, padahal udah minta tolong kirim yang jangan 
ada noda karena buat kado tapi nodanya gak main-main 
padahal bahan bagus. Ukuran M kayak L btw gede amat. 
Tapi gapapa makasih karena overall ini bagus banget. 
 √   
79. Bahan agak transparan selainnya mantul banget.   √  
80. Ada nodanya sih, kuning-kuning gitu. Yaa lumayan deh.     √ 
81. Tadinya ragu beli eh udah datang suka banget.  √   
82. Sumpah ini bagus banget. Gak kecewakan. Bisa jadi 
langganan nih. 
 √   
83. Bagus, tapi agak sedikit tipis kainnya. Tapi ok lah barang 
cepat sampai dan mulus. Tapi kenapa gak ada talinya dikasih 
tali saya gak dapat untuk topinya. 
  √  
84. Talinya kenapa pasang sendiri?     √ 
85. Barang sih oke api sayang ada nodanya. Tolong dong kalo 
mau dikirim, dicek lagi barangnya kotor apa nggaknya kak.  
√    
86. Tipis bahannya tapi baguslah harga segitu.    √ 
87. Talinya B aja, ada noda, tapi it’s oke barang bagus putih 
bersih. 
 √   
88. Bagus barangnya dan bahan tebel dan adem.  √   
89. Bagus tapi sablonannya kurang suka.   √  
90. Bahannya bagus, Cuma ada cacat sedikit di bagian lengan. 
Pengiriman juga cepat. Saran dari saya sih lebih teliti lagi. 
√    
91. Packagingnya rapi, totebag nya kecil hehe but thank you 
kak. 
 √   





93. Bagus tapi ada nodanya, wkwk gapapa tapi tetep bagus dan 
pengiriman cepat sekali. 
 √   
94. Udah ditunggu-tungu tapi ternyata begini. Ya lumayan lah 
ya. Thank you min. 
   √ 
 
 
95. Pengirimannya cepet banget. Bahannya tebel kok cocok 
buat kado doi wkwk. Tapi ada nodannya. Gapapa lah overall 
bagus. 
 √   
96. Demi alek pas aku buka, gaada talinya dong. Mending 
gausah dikasih paperbag daripada gak ada tali. Tapi overall 
bagus kok. 
√    
97. Ini mah bukan produk asli HNM kak. Ini juga bukan produk 
tidak lolos QC dari pabrik HNM. Ini hoodie custom, kenapa 
gak jujur aja sebagai penjual, percuma profit tapi pelanggan 
kecewa. Next gak order disini lagi dah. Kecewa aku tuh, 
mending beli produk hoodie lokal 65k-95k lebih jelas 
bahannya, ini? 
√    
98. Agak kecewa dikit karena ada bercak-bercak kuning, tapi no 
problem, karena nanti bisa dicuci, bahannya adem. Mantap. 
 √   
99. Bahannya mantap.  √   
100. Pesanannya sudah sampai dengan baik dan semoga cocok 
saat digunakan, terima kasih ya. Tapi kenapa beda bahannya 
dengan yang dibeli sebelumnya yang TOY STORY. 
 √   
101. Bagus, tapi gak ada paperbagnya agak kecewa jadi kasih 
bintang 4 aja. 
  √  
102. Lumayan bagus, tapi size XL terlalu ngepres di badan.   √  
103. Bahannya tebel tapi agak nyesel karena putihnya putih 
tulang. 
  √  
104. Bagus banget kak. Pengirimannya cepat banget baru 
kemarin checkout hari ini udah sampai. 
 √   
105. Kok saya gak dapet paperbagnya ya padahal disitu ada 
tulisannya free paperbag? 
   √ 
106. Banyak noda hitamnya sedih, yaudahlah ya mau gimana 
semoga nextnya bisa lebih mantul. 
  √  
107. Matap deh bagus banget original H&M pula gokil dah abis 
mantap. 
 √   
108. Sip barang sampe tepat tujuan, makasih, sukses selalu.  √   
109. Barang original! Tebel dan lembut banget dong, order jam 
12 dikirim langsung jam 2! The best deh! 
 √   
110. Mantap baget ini mah sesuai yang diharapkan, gak 
ngecewain sama sekali. Bahannya super duper tebal, warna 
putihnya kinclong. Sukses terus buat tokonya, semiga selalu 
amanah dalam berbisnis.  
 √   
111. Ah mantap. Pengiriman bener-bener cepat. Pesen kemaren 
datang tadi dong. 
 √   
112. Bahannya bagus banget tapi sayang karet tangannya tipis 
jadi sedih. 
  √  
113. Bagus ya, tapi bahannya kayak scuba gitu gatau kenapa, tapi 
bagus. 
  √  
114. Ya lumayan lah sesuai harga. Seller fast respon. 
Pengemasan dan pengiriman cepat. 
   √ 
 
 
115. Kualitas produk sangat baik. Gak nyangka bisa dapet hoodie 
sebagus dan sekeren ini. Bener-bener tebal tidak panas tidak 
ada sedikitpun yang kurang. Respon penjualnya juga sangat 
ramah dan baik. Pengirimannya juga cepat sekali 2 hari udah 
sampai dong. Terima kasih kakak semoga lancar terus ya. 
 √   
116. Gue suka starwars gila gila bagus banget, bahannya bagus 
sesuai dengan gambar. Walaupun agak sempit di gue jadi 
bahan gue untuk diet. 
 √   
117. Suka baget sama switernya ini bener-bener nyaman pas 
dipake. Next order nih. 
 √   
118. Bagus banget tapi gak dapat bagnya gapapa lah wkwkwk. 
Ada yang kurang rapih di bagian leher kanan jaitannya tapi 
gapapa okeh. Makasih kak. 
 √   
119. Bagus banget bahannya tebel. Pokoknya suka,  √   
120. Taliya B aja sih, tapi hoodie boleh diadu mantap kali 
sumpah! #KUYDIORDER DIJAMIN ORIGINAL 
10000000% 
 √   
121. Yaampun suka banget sih ini! Packingnya bener-bener 
rapih! Hoodienya bagus sumpah putih tanpa noda dan tebel. 
Sesuai dengan ekspektasi banget sih ini! Dapet thank you 
card juga! Terima kasih! Sukses terus! Mo ngasih bintang 
10 tapi gabisa! Huhuu love! 
 √   
122. Super bagus suka banget ini mah emang sama kayak beli di 
H&M gatau lagi mau ngomong apa pokonya gak kesel beli 
disini racun next pasti bakalan order lagi. Makasih banyak. 
 √   
123. Bagus banget pengiriman cepat, respon penjual ramah 
banget, paperbag juga dapet, pokonya gak kecewa beli 
disini. 
 √   
124. Bagus bange ga nyesel beli disini uwu, lucu juga, tebel 
bahannya bags banget original makasi kak, penjualan ga 
juga ramah banget. Worth it makasih kak. 
 √   
125. Produk udah sampai sesuai pesanan banget suka pengiriman 
juga lumayan cepat. Terima kasih mantul. 
 √   
126. Alhamdulillah pesanannya sudah sampai, overall bahannya 
bagus dan lembut, ada noda tapi di bagian yang ga keliatan 
untungnya. Sedihnya cuma ukurannya salah beli. 
  √  
127. Packingnya bagus, dan cepat banget sampe nya ga sampe 2 
hari. Bahan hoodie nya tebal cocok untuk kado ultah pacar. 
 √   
128. Pengiriman cepat, barang aman seller ramah sayang banget 
ga dapet paper bag. 
   √ 
129. Bagus banget lah pokoknya thank you.  √   
130. Maaf banget kemarin banyak bacot tapi ini serius barangnya 
bagus banget tebal juga terus setelah ku check gak ada lecet 
sama sekali barangnya juga 2 hari dah sampai, barang begini 
harga segitu worth it banget. 
Gak udah liatin yang kasih penilaian jelek jangan 
terpengaruh. 
 √   
 
 
131. Mantap bajunya, bahannya lembut juga, ada kotaknya juga. 
Penjualnya ramah banget. 
 √   
132. Bagus banget size fit pokoknya sering belanja di sini dan gak 
pernah kecewa. 
 √   
133. Oke mantap, kalo kualitas masing-masing punya pendapat 
yang berbeda, dah gitu aja.  
   √ 
134. Bahannya bagus tebel warna putih juga bersih banget gak 
ada yang kotor sellernya ramah, walaupun gak dapet bag 
tapi diganti sticker, pengiriman cepat. Thanks seller. 
 √   
135. Barangnya sudah sampai, bagus banget kain halus pengiman 
cepat. 
 √   
136. Barangnya okeh banget, thanks kak, semoga kedepannya 
tambah sukses, yang mau beli langsung aja, gak perlu ragu 
lagi. 
 √   
137. Semua kualitasnya bagus, kecuali tidak dapat kotak. 
Packagingnya Cuma pakai plastic kurang rapih aja dilihat. 
   √ 
138. Ini worth it banget sih, mantul sekali. Miminnya juga ramah 
banget woy, fast respon sekali, makasih shopee, seller dan 
kurir, the best pokoknya. 
 √   
139. Bagus banget udah 2 kali beli, adminnya ramah dan gercep 
banget pengirimannya. 
 √   
140. Asli ini bagus banget awalnya sempet ragu karena ada yang 
nilai bahannya tipis. Tapi kalo ini sih bukan tipis ya. Sama 
persis sama yang ori nyaman parah gak gerah. Cuma 
tokonya ikutin program gratis ongkir dong hehe. 
 √   
141. Packingnya bagus banget sumpah bajunya ori dong mantep 
kali. 
 √   
142. Bahannya bagus, worth it banget, adminnya juga ramah.  √   
143. Suka dong sama kualitasnya ga mengecewakan 
recommended banget ini toko pokoknya bakalan jadi 
langganan terus deh. 
 √   
144. Sumpah bagus banget, bahannya juga tebel untuk pertama 
pembelian gak kecewa. 
 √   
145. Gak dapet paperbag. Tapi it’s okay lah barangnya keren 
parah… terima kasih. 
 √   
146. Mantul barangnya sesuai dengan ekspektasi. Cepet 
sampenya. Thanks seller, sukses selalu. 
 √   
147. Bagus banget gak nyesel. Cuma pengirimannya yang agak 
lama. 
 √   
148. Thank you so much barangnya udah nyampe, produk 
original. 
 √   
149. Bagus banget pengirimannya cepat hanya 1 hari setelah 
payment barangnya aman bahannya bagus dan tebal oke 
banget. 
 √   
150. Bagus, terus penjualnya juga ramah, makasih ya kak, 
semoga banyak yang beli. 
 √   
 
 
151. Packing rapi, penjual ramah, pengiriman cepat saya 
berterima kasih sekali. Kualitas produk sangat bagus. 
 √   
152. Hoodienya bagus tapi ada sedikit noda di bagian tangannya 
dan kalau dipake pertama kali ada bulu-buluannya tapi 
gapapa bagus pokoknya top. 
 √   
153. Bagus, pas dan sangat recommended buat kalian yang suka 
konsepnya. 
 √   
154. Murah banget belanja disini.   √   
155. Ada minus dikit kotor tapi overall suka sih bahannya lembut 
terima kasih. 
 √   
156. Pengirimannya lumayan, saya pikir XL paling gede karena 
niatan mau oversize, eh ternyata kaya L ngepas ke badan. 
Tapi gapapa lah soalnya hoodienya keren! Bahannya bagus, 
penjual pun ramah, next order lagi di toko ini. 
 √   
157. Ternyata XL ukurannya kecil. Nggak papa lah, untuk harga 
segini lumayan lah. 
 √   
158. Well, gak nyangka bakalan secepet ini pengirimannya 
wkwk. Kualitas (emoticon okay) Cuma size XL ini di saya 
oversize banget jatohnya, but overall semua bagus. 
  √  
159. Ternyata XL nya kecil dan yang jadi pertanyaan kenapa 
talinya di luar kan ribet masangnya. Kasih bintang 5 buat 
menghargai penjual aja kasian. 
√    
160. Cepet banget pengirimannya, kemarin sore pesen siang ini 
udah datang. Sellernya juga lucu banget paper bag nya abis 
di kasih note gitu wkwk, agak sedih sih paper bag nya abis 
tapi overall semuanya bagus hihi maaciw. 
 √   
161. Bahannya kek tipis, beda sama komentar punya orang lain 
 packingnya plastic juga, beli 2 yang 1 plastik yang 1 pake 
box, lubang talinya beneran gak ada ringnya atau gimana? 
Ada noda juga  label harganya juga gak ada. 
√    
162. Alhamdulillah sampai dengan selamat. Maaf kak baru post, 
serius in mah recommend banget buat siapapun yang lagi 
nyari hoodie, warnanya putih bersih, jahitannya rapi, terus 
pengirimannya cepet banget, aaaa syukaaa. 
 √   
163. Hoodienya bagus banget dong mo nangis. Bahannya juga 
tebel, lembut pengiriman dikirim di hari itu juga. Free paper 
bag juga. Intinya recommend banget deh. 
 √   
164. Kualitas oke banget, tapi harusnya aku nggak beli ukuran L 
soalnya kekecilan menurutku.  
  √  
165. Udah 2 kali beli di sini tetap mantap barangnya, joss banget 
deh pokoknya. 
 √   
166. Puas banget pokoknya ga nyesel deh.  √   
167. Bagus banget cocok banget dah, gak nyesel.  √   
168. Minta XL dikirim L tapi nggak papa untuk pas, bahan tebel 
tidak mengecewakan. 
 √   
169. Paperbagnya buatan sendiri ya bund, gapapa sudah bagus.  √   
 
 
170. Bagus banget ini udah yang ke 2 kali beli dan gak pernah 
mengecewakan, sampenya juga cepet. I love it! 
 √   
171. Lucu banget bagus, tapi aku minta size S dikirim size L lain 
kali lebih teliti to barangnya bagus banget kok. 
√    
172. Barangnya bagus tebel. Sukses terus gan.  √   
173. Anjim banget dah salah kalo lu beli di tempat yang lain 
karena disini good banget. 
 √   
174. Bagus banget pengiriman cepat dan aman sesuai pesanan. 
Btw bajunya gak sempat difoto lagi dicuci tapi bagus kok. 
 √   
175. Bagus barangnya baru pertama kali beli udah suka.  √   
176. Plis ini bagus ori juga, gak nyesel.  √   
177. Bagus banget sumpah, bahannya lembut.  √   
178. Bagus sekali terima kasih.  √   
179. Ini bagus banget, ada noda dikit tapi gak papa sih di dalem 
soalnya, jadi gak kelihatan hehehe. 
 √   
180. Cuman kurang rapi bro jahitannya tapi barangnya bagus.    √ 
181. Barang sesuai keinginan, nggak rugi kalo beli disini.  √   
182. Bahannya adem banget, jahitannya rapi, tapi aku gatau yang 
dikasih box cuma 1 hoodie, tapi lumayan lah. 
  √  
183. Bagus banget suka. Nggak nyesel beli disini ubahannya juga 
bagus, tapi sayang cuma satu yang di pack tapi gapapa lah. 
Ngaa usah ragu lagi beli disini. Ownernya juga baik banget. 
 √   
184. Gila sih mantep banget ni barang ori dijual dengan harga 
segitu. Cuma karena noda kecil ijo dikit doing ga lulus QC 
terus dijual harga segitu. Bener-bener barang manep lah 
lembut banget asli gak nyesel walaupun udah nunggu lama 
karena overload 12.12 
 √   
185. Makasih, udah sampe tapi gadapet paper bag nya padahal 
ditulis “free paper bag” tapi it’s ok bahannya bagus banget. 
 √   
186. Paket udah sampe tadi sore, bahannya bagus kualitas oke, 
pengiriman sungguh sangat cepat, kurirnya pun ramah 
sekali. Harganya disini sangat murah sama kualitasnya jadi 
enggak mengecewakan sama sekali. Makasih ya kak 
barangnya. 
 √   
187. Gila keren banget. Maaf baru banget review! Sukses terus 
yah buat tokonya. Bahannya juga tebel. Pokoknya bakalan 
pesen lagi deh. 
 √   
188. Beli yang ke 2x emang bagus banget, tapi banyak noda di 
kupluknya (luar dalam). Warna putihnya juga agak kuning 
pudar gitu. Namanya juga defect, tapi gapapa, semoga kalo 
dicuci ilang. Sellernya responsive banget. 
 √   
189. Buat tb 154 pilih ukuran M ya cocok banget rada oversize. 
Adminnya ramah banget, awalnya ngabarin dulu paperbag 
nya habis, terus gue beli disini karena free baberbagnya di 
deskripsi akhirnya gue bilang ke adminnya, eh dikirim dong 
 √   
 
 
ternyata padahal katanya habis, ramah banget sih. Thank 
you. 
190. Suka banget bahannya adem dan bikin nyaman. Ga nyesel 
deh beli di toko ini. 
 √   
191. Barangnya real pic aku suka thank you shopee.  √   
192. Mantap gak tuh. Bahannya dingin, adem, recommended 
banget dah toko ini. Dapet thank you card+paperbag pula. 
 √   
193. Dari Bogor ke Bandung cuma setengah hari, gila sih cepet 
banget, adminnya fast respon lagi, dapet bonus paperbag 
lagi, kayaknya bakalan langganan sih. 
 √   
194. Bagus banget, tapi kegedean.   √  
195. Gak ngerti lagi ini bagus banget. Bahannya adem, 
ukurannya juga pas. Gak ada cacat sedikitpun. Pengemasan 
dan pengiriman juga cepet banget aaa suka. Udah gitu 
diusahain dicari paper bagnya padahal katanya udah habis 
tapu diusahain. Thank you seller. I’m so happy. 
 √   
196. Hoodienya keren, bagus, tebel, sayangnya gak dapet paper 
bag, tapi real pic puas banget belanja di sini. 
 √   
197. Size XL kecil banget ya tapi bahannya bagus banget. 
Thanks. 
 √   
198. Bagus banget ih suka. Gak ngerti lagi adminnya juga ramah 
banget makasih. 
 √   
199. Ada nodanya sedikit, katanya dapet paper bag nya tapi gak 
dapet, tapi gapapa lah yang penting bahannya lumayan 
bagus sesuai. 
 √   
200. Bagus, mantap suka banget makasih kakak.  √   
201. Mantap sempurna gak ada cacat ukurannya sesuai makasih.  √   
202. Bagus banget bahannya tebel, adem juga. Cuma kukira 
karetnya kendor gitu ternyata enggak terlalu bagus sih btw 
makasih ya kak. 
 √   
203. Overall bagus, bahannya adem. Cuma sayang ada bercaknya 
dong. Tapi it’s ok. 
 √   
204. Bagus bahannya tebel, cuma itu kenapa paper bag nya 
begitu, tapi gapapa yang penting barangnya, mantap. 
 √   
205. Suka banget mau nangis pokoknya kalau mau beli hoodie 
yang merk H&M mending disini rekomendasi banget real 
pict lagi. 
 √   
206. Suka banget, cuma ga dikasih paper bag nya.    √ 
207. Aku kira bahannya bakalan setebal yang aku ekspektasikan 
ternyata enggak setebal itu huhuhuuh, tapi it’s ok. Makasih 
ya. 
 √   
208. Barangnya bagus, pengiriman cepat, barang ori, dan respon 
tokonya baik banget. 
 √   
209. Hoodienya bagus sesuai ekspektasi cuman ada sedikit noda, 
pengiriman cepat sekali. 
   √ 
 
 
210. Sumpah ini bagus banget. Nggak bohong terus 
pengirimannya cepat dan sesuai pesanan. 
 √   
211. Bagus barangnya persis sama yang di store H&M lembut 
mayan tebel semoga suka buat dikasih hehe tapi ga dapet dus 
cuma dibuntel plastic doing tapi keren si. 
 √   
212. Ada noda di talinya dikit, tapi matapu djiwa ori soalnya 
hehe. 
 √   
213. Ini bahannya tebel ga tipis kaya yang dinilai orang. Bagus 
banget asli aku dapet gaada nodanya dan benangnya ga 
terlalu banyak yang keluar-keluar asli selucu itu wajib 
banget ini mah beli. 
 √   
214. Pengiriman super cepat, respon baik, barang sip, hanya 
minus di paperbag aja tapi nggak papa penjual udah 
konfirmasi. 
 √   
215. Yang ditunggu-tunggu sampai juga. Alhamdulillah sesuai 
ekspekasi. Walaupun ada noda kuning sedikit tapi gak fatal 
kok, termasuk perfect no defect sih ini. Puas deh intinya, 
terima kasih. 
 √   
216. Bagus si, cuman kotor sedikit, dan talinya kaya tali sepatu. 
Ga dapet paper bag, padahal disitu tercantum. Tolong dicek 
kembali sist. 
   √ 
217. Assalamualaikum warahmatullahi wabarakatuh. Keren 
barangnya real pict. 
 √   
218. Kainnya adem, alus, ya gimana namanya juga barang yang 
gak lulus QC. Pasti ya ada minus nya. Tapi ini rekomen 
banget sih. Itu kelar dicuci tapi jemuran di belakang. 
Gaberani kesono. Ku taro di korden aja. Pokoknya yang mo 
beli gosah takut la, bagus ini. 
 √   
219. Bagus, bintang tetap aku kasih 5 tapi pengiriman lama dari 
tanggal 1 baru sampe tanggal 6 padahal dari Bogor dan 
penjualnya lama balasnya. 
 √   
220. Order sabtu siang, senin pagi sampe mantap banget. Kualitas 
produk juga oke, ori. Penjual ramah banget, dan responnya 
sangat baik. Terima kasih. 
 √   
221. Pertama kalinya beli hoodie di shopee, dan dapat barang 
sebagus ini. Ada kotor sedikit di lengan tapi gak kelihatan 
dan ya maklum karena ini sisa export, tapi bener-bener kaya 
baru, boleh banget si dicoba. Bahannya tebel, boleh dilihat 
di pict. Tb: 160, bb: 5, uk M pas, agak longgar, keren si suka 
banget. 
 √   
222. Semua bagus cuma di size aja ini XL kecil keknya. Tapi 
puas kok. Makasih. 
 √   
223. Bagus banget aww suka. Katanya dapat paperbag tapi 
dapatnya box tapi gapapa suka banget sampe guling-guling. 
 √   
224. Bahannya kek bahan celana training tapi lebih tebel dikit 
tapi gapapa. 
 √   
 
 
225. Hoodienya bagus bahannya lumayan tebel dan lembut real 
pict juga. Cuman ada lubang kecil di bagian bawah depan 
padahal ini pesenan orang semoga gak complain. 
   √ 
226. Bahannya tebel banget sablonannya juga gak kaleng-kaleng 
pokoknya mah love banget. 
 √   
227. Belom kebagian free paperbag nya gapapa hehe. Kotor dikit 
semoga bisa hilang ya terima kasih adminnya fast respon 
banget. 
  √  
228. Bersih gak ada noda sama sekali. Ramah parah sellernya, 
thanks bro. 
 √   
229. Bagus hoodienya, sampai 2-3 harian gitu. Pengemasan 2 
harian. Sampe dengan amam. Ini untuk gift, emanku suka 
banget, seller ramah dan responsif. Aku minta tolong paper 
bag H*M dan talinya disertakan. Beneran ada terima kasih 
banyak ya. Kurangnya cuma toko gak aktifin gratis ongkir. 
Next semoga bisa ya. Thanks. 
 √   
230. Barang super mantap, penjual baik banget, semua lengkap 
gak ada yang kurang, tag ada, bersih banget hoodienya ga 
ada noda atau apapun, JNE Yes sehari bener nyampe, 
pokonya manntep, bintang 5 gacukup aku tambah deh (star 
emoticon) 
 √   
231. Bener-bener bagus banget. Pengirimannya cepet sabtu 
malam pesen minggu sorenya. 
 √   
232. Suka banget sama barangnya, penjual juga ramah banget.  √   
233. Bagus ori repson miminnya juga baik.  √   
234. Barangnya bagus cukup memuasnya pengiriman juga cepat.  √   
235. Puas sih mantap, cuman ada lecet dikit pada bagian tali tapi 
overall bagus. Makasih. 
 √   
236. Pokoknya gak ada obat. Serasa beli dari toko aslinya. 
Thanks sayang. 
 √   
237. Suka banget! Pengiriman ceet banget parah bahannya juga 
alus banget terima kasih. 
 √   
238. Semua nya bagus tapi kecewa gak ada paper bagnya.   √  
239. Paket sudah sampai, hoodienya bagus banget, worth it 
dengan harga segitu. Gaada reject sama sekali, mulus. 
Bahannya tebel tapi adem. Sablonannya bagus. 
 √   
240. Iiih gak ngerti kenapa bisa cepet banget sampainya, baru 
pesen kemarin malam dan sore ini sampai njir gela seh cuma 
nunggu hitungan jam doang, dan barangnya bagus. 
 √   
241. Barangnya sesuai bagus, pengiriman cepet banget, sore 
order paginya udah dateng mantap lah. 
 √   
242. Suka banget hoodienya pengirimannya juga cepat respon 
penjual juga sangat baik. 
 √   








BOR : 26 = 10,69%  or 11% 
P : 156 = 64,19% or 64% 
N : 35 = 14,40% or 14% 
OR : 26 = 10,69% or 11% 
 
